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ABSTRACT
Motivation and Negative Discretionary 
Effort Among Casino Slot 
Floor-Persons
by
Christian St.Claire Hale
Dr. Shannon Bybee, Examination Committee Chair 
Professor o f  Hotel Administration 
University o f Nevada, Las Vegas
This study conducted an analysis o f the working environment o f casino 
slot floor-persons in four Las Vegas casinos. The floor-persons were asked to 
rank a selection o f ten variables that may be important to their motivation and 
satisfaction at work. Their immediate supervisors were also surveyed to see 
whether they could correctly predict the job attributes the floor-persons 
considered most important. A review of general motivational theories, and 
operational specifics for the position of slot floor-person are presented.
The results o f the survey were compared with the results o f similar studies 
on casino table games dealers, hospitality employees, and general industry 
employees. Slot floor-persons were shown to have the same motivational and 
satisfaction needs as table games dealers, but different ones firom hospitality and
ui
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
general industry workers. Suggestions are presented on how the working 
environment for casino slot floor-persons may be improved.
IV
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CHAPTER 1 
THE PROBLEM AND ITS SETTING
Statement of the Problem 
The purpose o f this study has been to analyze the motivational 
environment in Las Vegas casino slot departments through a survey to determine 
whether slot floor-persons place greater emphasis on motivation or hygiene 
factors in their employment, and whether supervisors could predict these 
preferences. Hygiene factors in sufficient quantity can eliminate dissatisfaction; 
motivation factors, when present, can lead to satisfaction in the workplace. The 
compensation scheme and quantitative work output levels o f these workers are 
discussed in relevance to motivation, which can lead to increased quantitative 
performance. The results of the survey were compared to the results of similar 
studies in casino [table games department], hospitality, and general industries.
Sub-problems 
There are five sub-problems.
1. To identify the slot floor-persons’ needs for satisfaction and 
motivation, and to determine whether their supervisors correctly perceive these
1
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needs and can identify them. I f  supervisors recognize the varied needs o f  the 
floor-persons, then they and other members o f  management may be better able to 
meet these needs.
2. To compare the satisfaction and motivational needs of slot floor- 
persons, and their supervisors’ perceptions o f these needs, to those o f  casino 
table games dealers, and their supervisors’ perceptions o f  these needs.
3. To compare the satisfaction and motivational needs of slot floor- 
persons, and their supervisors’ perceptions o f  these needs, to the satisfaction and 
motivational needs o f hospitality [non-casino] workers and their supervisors’ 
perceptions o f these needs.
4. To compare the satisfaction and motivational needs of slot floor- 
persons, and their supervisors’ perceptions o f  these needs, to those of general 
industry employees and their supervisors’ perceptions o f these needs.
5. To suggest methods that may increase floor-person job 
performance and satisfaction through self-motivation.
Hypotheses
There are four hypotheses.
1. The supervisors’ perceptions o f  slot floor-persons’ satisfaction and 
motivational needs are different from the slot floor-persons’ actual satisfaction 
and motivational needs.
2. The satisfaction and motivational needs o f slot floor-persons in a 
casino are different from those o f  casino table games dealers.
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3. The satisfaction and motivational needs o f slot floor-persons in a 
casino are different from those of other [non-casino] hospitality employees.
4. The satisfaction and motivational needs o f slot floor-persons in a 
casino are different from those o f general industry employees.
Limitations
There are three limitations to the study.
1. This study needed the cooperation o f the casino executives and 
managers within the slot departments o f  the casinos approached to participate in 
the survey. In order for the survey to be conducted, anonymity was promised 
concerning the corporations, individual casinos, and all casino personnel 
participating in the study.
2. As addressed in a study o f  casino dealers and their supervisors 
(Darder, 1991), the slot department shift bosses are also expected to influence 
morale and the motivational working environment. Shift bosses were not included 
in the survey due to limited sampling and the fact that the shift boss is not the 
immediate supervisor o f  slot floor-persons.
3. The survey design used in this, and similar, preceding studies uses 
an ordinal scale of measurement, resulting in the collection of ordinal data.
Ordinal data are non-parametric in nature, and thus are limited to the extent o f  
their valid, statistical analyses.
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Delimitations
There are three delimitations to the study.
1. The survey instrument used in this study is acknowledged as not 
particularly lengthy, or as detailed as other instruments used to measure employee 
satisfaction and motivation, such as the Minnesota Employee Satisfaction 
Questiormaire [and others]. Nevertheless, the survey instrument was chosen to 
replicate the methodology, and strengthen the compatibility o f results, with past 
studies by Kovach (Kovach, 1980), Goll (Go11,1986) and Darder (Darder, 1991).
2. The number o f casinos and their geographic locations were limited 
in order to reduce costs associated with administering the survey.
3. Selected casinos were those with at least 25 potential survey 
respondents.
Assumptions
There are two assumptions for the study.
1. The slot department managers and shift managers would allow the 
researcher access to employees to distribute and collect the survey instruments.
2. The slot floor-persons and their supervisors would be willing to 
complete the survey as intended, and provide accurate and valid answers. The 
number and percentage of respondents would provide a guide to the strength of 
the relationship between the results for these four casinos and other casinos not 
surveyed.
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Benefits o f the study 
Although studies o f  employee satisfaction and motivation have been 
conducted and yielded informative results for general industry, the overall 
hospitality industry, and employees in a casino table games department, very few 
studies have addressed the needs and peculiarities o f  the modem casino slot 
department. Historically, few studies o f casinos have been conducted due to the 
secretive nature of casino operations [for competitive reasons]. Further, while the 
study o f the casino table games department by Darder in 1991 showed face 
validity in being representative o f front line casino employees, the nature of 
casino operations and revenue production has changed dramatically since 1991.
Recent casino trends are for the slot department to take up m any times 
more square footage in a casino than a traditional table games department, and 
maintain a higher hold percentage on a routine basis. Additionally, the slot 
department operates with fewer personnel [than the table games department], and 
can generate a much higher proportion o f casino revenue and profit.
While the casino industry continues to conduct its own studies and 
research into improved operational methods and human resource concerns, there 
is little publicly available literature concerning employee motivation, satisfaction 
and work environment issues for casino slot workers. The results o f  this survey 
will shed light on the specifics of motivation and hygiene preferences for slot 
floor-persons, and could have the secondary benefit o f aiding employee selection 
and retention strategies. Further, the results o f  the study will have value in 
assessing whether the casino [slot] industry can tmly be said to be representative
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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o f other hospitality and general industries in its attempt to create a motivational 
work environment.
Definitions
The casino industry and various academic theories utilize terms that may 
be unfamiliar to the reader. These are explained below.
Discretionary effort: A term coined by Daniel Yankelovich and John 
Immerwahr, to explain the extra effort available to a worker after the minimum 
job requirements have been met. Gerald Goll defines it: “the difference between 
the maximum amount of effort and care an individual could bring to his or her 
job, and the minimum amount o f  effort required to avoid being penalized” (Goll,
2000, p. 68).
Fill: After a slot machine has paid out all the coins stored inside o f  it, a 
slot floor-person must refill the machine with coins. This process is called a fill.
Fmstration-regression theory: The theory, proposed by Clayton P. 
Alderfer, suggesting that when a worker’s less concrete [higher level] needs are 
not met, he / she will seek the [enhanced] fulfillment o f more concrete [lower 
level] needs.
Fully-ordered, ranked data: Data points of one or more categories, 
arranged in order firom lowest to highest, or vice-versa.
General industry: Industries other than those referred to as hospitality 
industries.
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
7
Gratuity: A  form of cash compensation to floor-persons [from customers] 
reflecting appreciation for quality o f work performed.
Hospitality industry: Businesses that offer hotel, lodging, recreation, 
entertainment, food and beverage, tradeshow and other services as a saleable 
commodity, such as hotels, restaurants, casinos etc.
Hopper: A  metal container inside o f a slot machine to store coins ready 
for payout.
Jackpot: A  winning combination o f symbols on a slot machine which 
causes a guest /  the player to be paid in cash, by a slot floor-person.
Mean: An average o f the sum total o f  a category o f  variables.
Median: The central point o f a group o f  numbers, where fifty percent of 
ranked results are above the median, and fifty percent are below it.
Motivation: Concerns the observation of, and the reasons for, variations 
in intensity, quality and direction o f ongoing behavior (Vinacke, 1962, p. 3)
Non-parametric: Non-parametric statistical tests refer to the analysis that 
can be made on sample data without assuming foreknowledge o f  the population’s 
distribution, such as the Kruskal-Wallis H test. The data cannot be scaled.
Ordinal scale: The ordinal level [scale] o f data asstunes identity of the 
objects measured, and conveys the relative standing (Churchill, 1999) o f two or 
more data points. The ordinal scale shows that some data points are larger or 
smaller than other points, but not by how much. Ordinal data thus has limited 
analytical application.
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Shift manager: Manager responsible for slot operations through an eight 
hour shift.
Slot floor: The area o f the casino in which slot machines are located.
Slot floor-person: A  line employee in the slot departrment, responsible for 
guest service, supervision o f an area o f  the slot floor, and machine and guest 
needs therein.
Slot manager: Manager o f daily slot operations across all shifts.
Slot supervisor: For this study, slot supervisor, or lead supervisor refers to 
the rank o f employee overseeing the slot floor-persons. This position is above that 
o f slot floor-person, and below a slot shift boss.
Work: “the way in which we expend oiu* energies in order to achieve 
predefined objectives and to gain predefined rewards” (Roth, 1989, p. 27).
Work output: For the purposes o f this paper, work output will be 
measured in terms of jackpot and fill tickets actually printed b y  a slot floor- 
person. [See the section on performance evaluation (p. 30) fbm fiuther 
clarification].
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CHAPTER 2 
REVIEW OF LITERATURE AND THEORIES 
Introduction
This review o f  literature will introduce and examine theories o f 
motivation, including summaries of the work of Maslow, Herzberg and Alderfer. 
Past surveys conducted in a similar manner to this one wiU be presented in 
chronological order, from 1946 to 1991. Current methods of tracking slot floor- 
person quantitative work output will be presented, and it is suggested that this 
output will increase as satisfying and motivating factors are present or increased 
in the work enviromnent. Where quantitative output for any floor-person is 
consistently below average, it is suggested that this output is indicative o f the 
floor-person’s tendency to display negative discretionary effort in the workplace. 
The reasons for the existence o f  negative discretionary effort on the slot floor will 
be discussed, in terms o f effort and reward, as will floor-person compensation in 
both tangible and intangible forms.
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Motivation theory 
How has motivation been defined? Peter Warr suggests “the causes o f 
behaviour (sic)” (Warr, 1976; Cofer, 1972; Madsen, 1961; Vernon, 1969),
“factors which incite and direct and individual’s action” (Atkinson, 1964), “the 
determinants o f  activity” (Young, 1961), “an idea or concept... to explain 
behavior” (Bolles, 1967), and “invoked to account for the initiation, direction, 
intensity and persistence o f goal-directed behavior” (Weiner, 1972).
How, then, are workers really motivated to perform required actions, and 
to what standard? In complex, everyday events Warr states that there may be any 
number o f these nine possible reasons for action. He suggests that motivational 
theories should cover at least these nine reasons, which he calls the “building 
blocks o f any theory o f motivation in work situations” (Warr, 1976, p. 144).
These nine reasons are: 1) the intrinsic desirability o f an immediate outcome; 2) 
the intrinsic desirability o f consequential outcomes; 3) social comparisons; 4) 
social pressures; 5) trends in aspiration level; 6) the perceived probability o f 
attainment; 7) habits; 8) other wants and actions; and 9) the stmcture of action.
Warr goes on to list seven different categories of motivation theory. 
Content theories, detailing motives for action, such as McDougall’s 18 different 
propensities (1932), Murray’s 20 psychogenic needs (1938), Maslow’s 14 being- 
values (1973). Hierarchical theories, dependent upon the satisfaction of people 
other than the individual worker, such as Alderfer (1973), Herzberg (1959), and 
Argyris (1973). Aspiration level theories, relating to the time value of achieving a 
certain level o f  achievement, such as Solomon and Corbit (1974); Walker, 1973;
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Helson, 1973). Equity theories, such as Festinger’s theory o f  social comparison 
(1954), and theories of fairness and satisfaction; Adams, (1963,1965); Goodman 
and Friedman, (1971); Pritchard, (1969); Walster, Berscheid and Walster, (1973); 
Lawler focussed on the perceived equity o f  wage levels in (1968,1971). 
Achievement motivation theories, such as those proposed by McClelland (1961, 
1971); Atkinson (1957, 1964); and Weiner (1972), deal with the tendency to 
fulfill internal or corporate standards of success. Instrumentality theories, in 
which the perceived value of potential benefits may be broken down by workers 
into smaller expectancies, and the likelihood o f occurrence, each of which may be 
evaluated before deciding upon a course o f action.
Behling and Starke, (1973); Mitchell and Biglan, (1971); and Vroom 
(1964) have contributed arguments in this area of motivation theory. Attitude 
theories o f motivation explore the general need for something to be done in order 
to reach a desired event, what Warr calls a “dispositional want-system” Warr, 
1976, p. 152). Ajzen and Fishbein contributed arguments on this (1972, 1973). In 
1964 Vroom identified the five reasons why people work as: 1) financial 
remuneration; 2) expenditure o f energy; 3) production o f  goods and services; 4) 
social interaction; and 5) social status.
Herzberg found, forty years ago, that worker satisfaction came chiefly 
from achievement and growth in the quality o f the work itself (Herzberg, 1959). 
Twenty two different studies linking the motivation to work with both motivation 
and hygiene factors are discussed in “Work and the Nature o f Man” (Herzberg,
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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1966) and “One More Time: How Do You Motivate Your Employees?” 
(Herzberg, 1968).
Kovach believes that one person cannot motivate another; the motivation 
for any action on the part o f an individual must come from within. “You cannot 
motivate people. That door is locked from the inside. You can create a climate in 
which most o f your people will motivate themselves to help the company to reach 
its objectives” (Kovach, 1992, p .l l) .  Goll concurs (2000), and strongly proposes 
the establishment o f an “OE+”, or Positive Operational Enviromnent in which 
employees may be self-motivated by need or desire to attain those goals which 
they perceive to be attainable and worthwhile.
More recently, Goll emphasizes; “People are “motivated” by what they 
themselves want, not by what others think they should want” (GoU, 2000, p, 75). 
Why should there be any discrepancy between the two? Goll suggests that in 
order for management to be responsive to the needs and wants o f employees, the 
most motivating factors must be first, known, and second, acted upon. It is here 
that, for years, perceptions and misperceptions about what employees really want 
have been so significant. Kovach has consistently reported that over the last forty 
years, and still today, “A wide gap exists between what workers want and what 
management thinks they want from their jobs” Kovach, 1992, p. 1).
The Hawthorne studies o f  the I920’s o f worker motivation (Roth, 1989) 
discovered that by far the most potent influence on worker output was the 
relationship between workers and their supervisors [hence the two separate 
questionnaires in this study].
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Herzberg mentions (1993) that it is not only managers that seem to have a 
hard time predicting worker needs; unions and their representatives do too.
In examining factors affecting motivation (Peters & Waterman, 1982) it 
was suggested that humans are not necessarily rational when prioritizing 
motivators. The authors note that contradictions among individual motivational 
needs may offer the following lessons to managers: “We are creatures o f our 
environment, very sensitive and responsive to external rewards and punishments. 
We are also strongly driven from within, self-motivated.” (Peters & Waterman, 
1982, p. 56).
“We desperately need meaning in our lives and will sacrifice a 
great deal to institutions that will provide meaning for us. We 
simultaneously need independence, to feel that we are in charge o f  our 
destinies, and to have the ability to stick out.” (Peters and Waterman,
1982, p. 56).
These same workers like to feel that they have some control over their own 
destinies and careers.
The ranked list from Goll’s study demonstrates that managers may not 
know how much emphasis to place on certain worker benefits in order to promote 
the most positive operational environment for the promotion o f  discretionary 
effort. Indeed, it may not require too much time from middle management to 
determine the priorities o f the above [and other] factors for every individual
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within the single job classification, or at least fi'om those employees exhibiting 
behavior [and/or quantitative output levels] indicative o f  negative discretionary 
effort.
When management orders a task to be done, a worker may do it because 
he/she has to, not because he/she wants to. How then, to motivate? Motivation 
may be achieved through incentives and rewards, non-rewards and punishments.
Goll distinguishes between needs and wants. He suggests that a need is a 
cause for action; a want is an environmentally influenced and conditioned cause 
for action (Goll, 2000). Roth argues that employees seek two basic personal needs 
at work; the need for continuity [of those things that make us feel secure, thus 
reducing tension] and the need for change [concerning variety and stimulation in 
the workplace; making life not just comfortable, but interesting, thus fulfilling 
some o f Maslow’s higher level needs].
Kovach (1992) notes that the importance attached to the satisfaction of 
various needs varies greatly among employees. Such needs may also be 
unconscious or unspoken. Additionally, he argues that motivation is weakest 
when the goal appears either too difficult or too easy to achieve, and motivation is 
strongest where the goal appears both challenging, but achievable.
Once needs have been met, wants become the next most important 
motivators. Unfulfilled needs, however, are the number one motivator (Maslow, 
1954).
At this point, a summary o f Maslow’s discoveries about human nature and 
behavior m ay benefit the reader.
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A Hierarchy of Needs
Below is a list representing Maslow’s [pyramid hierarchy] of human 
needs, with 1 being the lowest level needs, and 5 being the highest level needs.
5. Self-actualization needs.
4. Esteem needs.
3. Belongingness and love needs.
2. Safety and security needs.
1. Physiological needs.
Maslow noted that the above needs emerge, subside, and reemerge at 
various times. In the pyramid, the lower levels represent the stronger needs, and 
the higher levels represent the weaker needs. Maslow maintained that the higher 
needs are not superior to lower ones, just different, and that the weaker needs are 
less likely to emerge until the lower ones are met. In fact, he suggested that these 
needs are in most cases, pre-potent, meaning that humans wül not pursue higher 
needs at all until lower ones are met.
Packard’s List of Eight 
Compelling Needs
Vance Packard (Packard, 1964) offered eight “compelling needs” that 
were used in marketing, or appealing to human perceptions of need [wants]. The 
list was compiled by advertising researchers, through focus group studies. 
Packard’s needs, while not ranked, are: 1) the need for emotional secinity; 2) the 
need for reassmance of worth; 3) the need for ego gratification; 4) the need for 
creative outlets; 5) the need for love objects; 6) the need for a sense of power; 7)
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the need for roots; 8) the need for immortality. (Adapted from Larson, 1998, p. 
153-158).
While Maslow’s needs may be used as a basis for developing motivational 
strategies for performance improvement in the workplace, Packard’s list o f  needs, 
lacking hierarchy, are less valid for such a purpose. Indeed, if  it is assumed, as 
Maslow argues, that unfulfilled needs motivate, then many o f  Packard’s needs 
may be met outside o f the work environment, and thus lose their potency in 
worker motivation.
Herzberg’s Two-Factor Theorv 
Robert Herzberg (Herzberg, 1966) reduced the work o f Maslow to two 
sets o f factors associated with worker / employee performance and achievement; 
motivational factors and hygiene factors at work [the Two-Factor theory].
Motivation Factors
Achievement
Recognition
Advancement
Work itself
Possibility o f  growth
Responsibility
(Adapted from Goll, 2000).
Hvgiene Factors 
Company policy 
Supervision 
Co-worker relations 
Salary 
Job security 
Working conditions
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The main point o f Herzberg’s contribution to motivation is that motivation 
factors produce satisfaction, but their absence will not produce dissatisfaction, 
only no satisfaction. The absence o f  hygiene factors produces dissatisfaction, but 
their presence will not produce satisfaction, only no dissatisfaction. In terms of 
hierarchy, hygiene factors are low-level needs. Workers take it for granted that 
these will be provided. Motivation factors are higher-level needs, and take over 
immediately after hygiene factors have been provided; thus motivation factors 
will affect discretionary effort. It is probable that increased attention jftom 
management on creating and providing the above listed motivation factors for the 
position o f  slot-floor supervisor will limit and may reverse negative discretionary 
effort.
Alderfer’s Motivation Theories 
Maslow identified the categories o f human needs, and discovered that 
unfulfilled needs motivate. Clayton Alderfer (Alderfer, 1972) further defined and 
prioritized unfulfilled needs. Alderfer’s three categories o f unfulfilled needs are: 
Higher level: Growth needs.
Mid level: Relatedness needs.
Lower level: Existence needs.
Catering to these needs, Alderfer asserts, will provide desirable, energized and 
sustained behavior in the work place.
Existence Needs 
Beyond basic physical and security issues, existence needs in the 
workplace involve factors such as pay, fiinge benefits, and physical working
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conditions. In a traditional organizational model [such as a casino] “one person’s 
gain is another’s loss when resources are limited” (Alderfer, 1972, p. 9). All 
departments are subject to budgetary constraints. Alderfer continues; “This 
property o f  existence needs frequently means that a person’s (or group’s) 
satisfaction, beyond a bare minimum, depends on the comparison o f what he gets 
with what others get in the same situation”. (Alderfer, 1972, p. 9).
It will be seen that based on factors contributing to current and historical 
variations in compensation, the existence needs provided by the casino companies 
do not suggest any motivators for discretionary effort.
Relatedness Needs 
Relatedness needs are met by human interaction. At work, they may be 
met by supervisors, co-workers, subordinates, and even customers. One o f the 
basic characteristics o f relatedness needs is that their satisfaction depends on a 
process o f shared experiences or mutual understanding (Alderfer, 1972). Several 
authors (Rogers, 1959), (Argyris, 1962) have developed theories as to what 
happens physically and emotionally when people interrelate, and how such 
actions may meet what Alderfer calls relatedness needs. It is suggested that the 
variety o f interpersonal experiences available to the slot floor-person offer many 
opportunities for relatedness needs to be met. Slot managers’ utilization of a 
walk-about management style could provide a further opportunity for such needs 
to be met.
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Growth Needs
“Satisfaction o f  growth needs comes from a person engaging 
problems which call upon him to utilize his capacities fully and may 
include requiring him to develop additional capacities” .
(Alderfer, 1972, p. 11-12).
I f  Alderfer’s relatedness needs coincide with Maslow’s level 3 needs, then 
growth needs closely ahgn with Maslow’s level 4 and 5 needs. Growth needs 
demand varied experience, expression o f curiosity and experimentation, and 
intellectual stimulation. Where quantitative performance levels are so vital to 
everyday operations in a casino slot department, it is questionable whether such 
high-level needs will ever be met in this job classification. Maslow’s level 4  need, 
self-esteem, may prove difficult, though not impossible, to provide in a highly 
repetitive work environment.
While Maslow’s, Herzberg’s and Alderfer’s contributions to human needs 
theories still greatly influence modem understanding o f motivational issues, 
Salancik and Pfeffer (1977), and Stone (1992) argue that there is still no 
consistently verifiable catalogue o f  all o f a worker’s needs or wants. Nor have all 
aspects o f human needs been consistently observed through different working 
contexts, or through time.
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Past Studies for Comparison 
The four studies hsted below all used similar methodologies and 
distribution methods, and importantly, the same ten work attributes to be ranked 
by respondents. Each o f  these studies also featured two questionnaires; one for the 
line employee being surveyed, and one for his/her supervisor. The purpose o f this 
is so that the level o f understanding among supervisors as to the wants and needs 
o f the line worker can be assessed. The fact that methodology is practically 
identical in each o f these studies enhances the compatibility o f comparing results. 
The studies are summarized in chronological order.
General Industry Survey bv the Labor 
Relations Institute o f  New York. 1946 
This study was carried out by the Labor Relations Institute o f  New York 
and is considered the first o f  this type o f motivational study examining the 
relationship between workers’ needs and wants and their supervisors’ perceptions 
o f these needs and wants. The results of the study are shown below.
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General Industry: What Workers Want From Their Work 
and How Supervisors Perceived These Wants G 946)
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EMPLOYEE
RANKING
WORK ATTRIBUTE SUPERVISOR
RANKING
1 Full appreciation o f work done. 8
2 Feeling o f being in on things. 9
3 Sympathetic help with personal problems. 10
4 Job security. 2
5 Good wages. 1
6 Interesting work. 5
7 Promotion and growth within the 
organization.
3
8 Personal loyalty to employees. 6
9 Good working conditions. 4
10 Tactful discipline. 7
The results o f this survey showed that supervisors had little idea o f  what 
would best motivate their subordinates. A major cause for concern was that none 
of the top three needs was correctly identified by supervisors. This survey showed 
such disparity in results that similar methodology has been utilized over time to 
track and identify any changes in relationships and perceived understandings 
between line employees and their supervisors.
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General Industry Survey bv Kovach. 1980 
This survey followed similar methodology to the above study, and 
targeted over 200 employees and their immediate supervisors across various 
industries. The results o f this study are shown below.
Table 2
General Industry:What Workers Want From Their Work 
and How Supervisors Perceived These Wants 119801
EMPLOYEE
RANKING
WORK ATTRIBUTE SUPERVISOR
RANKING
1 Interesting work. 5
2 Full appreciation o f work done. 8
3 Feeling o f being in on things. 10
4 Job security. 2
5 Good wages. 1
6 Promotion and growth within the 
organization.
3
7 Good working conditions. 4
8 Personal loyalty to employees. 7
9 Sympathetic help with personal problems. 9
10 Tactful discipline. 6
Results from this survey show again that supervisors still incorrectly perceive 
what will motivate their subordinates. It was a cause for concern among academic 
and industry researchers that nearly forty years after the first study o f  this type.
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worker/supervisor understanding appeared to have made no progress. Again, the 
top three needs and wants o f the employees were not correctly perceived by 
supervisors.
Hospitality Industry Survev bv Golh 1987 
Following the same methodology o f the previous studies, Goll surveyed 
over 800 hourly employees, tipped and non-tipped, and their supervisors, across 
the hospitality industry. Respondents were chosen from the lodging/hotel and 
food and beverage industries in various regions o f  the United States.
Table 3
Hospitality Industry: What Workers Want From Their Work 
and How Supervisors Perceived These Wants (19871
EMPLOYEE
RANKING
WORK ATTRIBUTE SUPERVISOR
RANKING
1 Full appreciation o f  work done. 5
2 Interesting work. 6
3 Good wages. 1
4 Promotion and growth within the 
organization.
4
5 Job security. 2
6 A feeling o f being in on things. 8
7 Good working conditions. 3
8 Personal loyalty to employees. 7
9 Sympathetic help with personal problems. 10
10 Tactful discipline. 9
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A significant change in the results o f  this survey is that good wages is not only 
more o f  a motivating/important factor for hospitality employees than for general 
industry employees, but also was perceived correctly by supervisors as one o f  the 
top three needs. In these results, good wages was still not the most important 
factor to hospitahty workers, yet supervisors in all prior studies continue to 
believe this is the case. Workers are thus telling management that factors other 
than cash compensation are important when selecting and continuing in a field o f 
employment. After all, almost every job has pay, and many jobs have adequate 
pay for many employees, so employees can afford to be more selective in 
choosing their employment. Further, while pay may attract an employee to a 
company or position, it is seldom enough, on its own, to retain him/her.
Gaming Industry Survev: Table Games 
Department, bv Darden 1991 
The ganung industry, particularly in Las Vegas, Nevada, is notoriously 
secretive about gaming operations and sensitive o f  its operational methods. This 
industry is highly regulated in comparison with the other industries mentioned, 
and successful gaming methods are patented where possible and protected from 
rival companies. Nevertheless, Darder was able to gain access to gaming 
personnel in several Las Vegas casino table games departments for this study.
Las Vegas has no union for the dealers and supervisors surveyed, and in a 
“right to work State” the respondents were, perhaps, cognizant o f  the risks o f 
managers gaining access to individuals’ responses to the questionnaire.
Anonymity was thus offered to individuals and, as mentioned in Darder’s
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methodology, the supervisors, managers, casinos and parent companies 
participating in the study were not named. Darder surveyed over 300 table games 
personnel with the following results.
Table 4
Gaming Industry. Table Games Department: What 
Workers Want From Their Work and How 
Supervisors Perceived These Wants (199
EMPLOYEE
RANKING*
WORK ATTRIBUTE SUPERVISOR
RANKING*
1 Good wages. 1
2 Job security. 2
3 Good working conditions. 3
4 Full appreciation o f work done. 5
5 Promotion and growth within the 
organization.
4
6 Personal loyalty to employees. 6
7 Interesting work. 8
8 Tactful discipline. 9
9 Sympathetic help with personal problems. 7
10 Feeling o f  being in on things. 10
Note. * These figures represent the mean o f rankings for 3 different casinos in 
Darder’s study.
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Two significant conclusions can be drawn firom the above results. First, in 
almost every case, the employees’ needs and wants were correctly perceived by 
supervisors with respect to importance and rank. Second, the top three ranks are 
hygiene factors, not motivating ones.
The first conclusion may suggest that the gaming industry is a-typical of 
hospitality industries. Why should it be that gaming supervisors are able to predict 
with great accuracy the preferences o f line workers? Is the training for gaming 
supervisors so much greater than for other industries? Supervisors in the gaming 
industry, particularly in table games are generally selected only after 
demonstrating specific knowledge and skills in the areas they supervise. In-house 
human resources departments offer developmental training to finther a 
supervisor’s inter-personal skills. Additionally, almost all o f  a supervisor’s eight- 
hour shift is spent watching and interacting with his line-workers, the dealers.
This environment provides a level of imderstanding perhaps not so readily 
available in other industries, where supervisors have their own individual tasks to 
perform as well as the supervision o f subordinates, where time allows. The large 
amount o f cash exchanging hands rapidly at casino table games may give 
management the incentive to have its supervisors so vigilant.
The second conclusion, that hygiene factors are so important to workers, 
suggests either, or both o f two possibilities. One, that hygiene factors provided so 
consistently throughout the gaming industry are, in spite o f  regular enhancement, 
inadequate. Two, that workers feel there is so little chance o f  motivation factors 
being provided or successfully implemented, that they have to focus on hygiene
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factors instead for fulfillment. As mentioned above, this indicates firustration- 
regression syndrome.
Apphcation o f the Literature to the 
Modem Slot Department 
A recent examination of slot fioor-persons’ quantitative performance data 
[unpublished and confidential] reveals a sustained, wide distribution of work 
output among individuals. Some individuals regularly perform above the mean 
output level, while others regularly perform below it. Management may perceive 
those performing below the mean output level to be “imder performers”, and wish 
to initiate change. A  problem arises with judging performance against a mean; 
there is nothing in writing, in the job description o f  the companies concerned, that 
mentions a benchmark or minimum for quantitative performance output. 
Reference to a statistical mean may prove too arbitrary to enforce; a minimum 
level per day may not be achievable in times o f low business. Nevertheless, 
management may wish certain individuals’ performance levels to be improved. It 
is suggested that an examination o f reasons why some lower output levels are 
consistently observed among physically capable workers may reveal appropriate 
methods for a management solution.
The Slot Floor-person: Job Analysis 
Before discussion of a slot floor-person’s work performance can be 
meaningfully evaluated, some standard against which performance may be 
measured should exist. It would be helpful to find a suitable benchmark in the job
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
28
description on file in the human resources department, and/or in the Job analysis 
description found in slot department guidelines for employees. Below are the job 
descriptions/expectations found in the mentioned departments o f a Las Vegas 
casino.
Slot Floor-person Job Description 
Requirements: 2 years slot experience. Experience with data entry, 
personal computers, electronic equipment, hand tools, and 2-way radios. Able to 
train staff. Able to lift 25 lbs. Basic math skills. (Adapted firom Human Resources 
Job Description files. Casino XYZ, 1997).
It can be seen fi’om the above listing from a casino human resources 
department job description manual that no actual job description is apparent, 
much less any quantitative performance levels required for the work. A Physical 
Job Description for the position of floor-person is shown on page 101 o f the 
appendix, which generalizes typical physical expectations o f the position.
Slot Department Policies Manual 
One slot department firom those surveyed has its own policies manual in 
which more information is presented on the expectation o f  procedure and 
objective quality o f work. This fist of procedures is not available for the potential 
employee, and is only provided after acceptance of employment and training has 
commenced It should be noted that again, no quantitative measures are 
mentioned. [See page 102 in the appendix.]
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
29
Reward Structure
Compensation for the position o f  slot floor-person takes three forms: base 
[hourly] pay, gratuities from customers, and company-provided non-cash benefits. 
Within this job classification, none o f  these is related to work output levels. There 
may be grounds for assuming some correlation between quantity o f gratuity and 
quantity [as opposed to quality] o f  work for restaurant waiters that can take action 
to shorten the seated time o f  diners and thus increase the “turnover” o f tipping 
customers (Roveto, 1973), but there is by no means the same strength o f  
obligation on the part o f customers to tip gaming staff [ie. a standardized 15 
percent tip rate] as there is to tip wait staff.
Hourly pay increases for slot floor-persons are awarded in two ways:
1. Through periodic increases loosely linked to inflation, known as 
cost o f  hving raises.
2. Through infrequent raises based on increased job classification 
responsibility, or as a benefit from improved and shared company profits.
It should be noted that these increases are awarded and not earned.
Gratuities from customers are seldom analyzed by management. Monies 
that are handed to the floor-person [in the case o f  the casinos examined] by guests 
as a gratuity, are not controlled by management. Additionally, gratuities do not, 
technically, represent any expense on the part o f  the casino corporation, although 
it m ay be questioned whether such gratuities might otherwise have been spent as 
gambling wagers, representing increased sales and profits for the casino.
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Officially, management [in at least one o f  the casinos examined] assumes 
each floor-person receives and keeps his/her own gratuities [perhaps with the 
assumption that this method ensures polite and courteous service for the guests].
In practice [at the properties participating in the survey] all gratuities for 
employees within this job classification are pooled and divided equally among the 
employees [by shift or by twenty-four hour period] (Sources: discussions with 
casino slot managers, 2000). It can now be seen that gratuities are not correlated 
with work output levels for individual employees.
Company-provided non-cash benefits include meals on duty, health 
insurance, optional disability insurance, a supplemental retirement plan, paid 
vacations and other similar [industry standard] forms o f additional compensation. 
Again, none o f  these is in any way related to work output levels. Indeed, o f  these 
benefits, the only one that is at all discriminatory [at more than one o f the 
properties] is the number o f weeks o f  paid vacation per year, which is linked to 
length o f continuous employment with the company.
In consideration o f  the above three forms o f  compensation, it can be 
concluded that as no form of compensation is correlated with quantitative work 
output levels, management provides no incentive to produce more [discretionary] 
work within this particular job classification.
Performance Evaluation
There have been several trial and error problems with evaluative criteria 
for quantitative job performance for slot floor supervisors. Attempts at gathering
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quantitative data have, to date, utilized stored data in the central slot management 
computer system. One such system is the Oasis Jackpot and Fill Monitor V05.05, 
known as CDS [actually the acronym of the company that produces the data 
management software. Casino Data Systems].
One method o f evaluation gathered information based on the type o f code 
that a floor supervisor entered at an individual slot machine after servicing it, or a 
guest. Several opportunities for error, accidental and otherwise, arose. This meant 
that the data is meaningless without the guarantee that every supervisor always 
enters the correct code [once] at the correct location and time on every occasion. 
Operational activity has, to date, provided no such guarantee.
There are three points o f a worker’s transaction that generate data in the 
central slot computer [with the above system]:
1. The point at which a jackpot or hopper fill signal [code] is sent 
from a slot machine to the central system.
2. The point at which a ticket for the jackpot or fill is printed at a 
workstation.
3. The point at which the transaction is completed; the guest / player 
is paid the jackpot money, or the slot machine hopper is filled.
At present, for at least one casino property, the method o f  quantitatively 
analyzing work output is to tabulate actual jackpot and fill tickets printed [see 
page 29 in the appendix]. This method has the benefit that non-existent 
transactions will not be accepted by the computer for printing, and any potentially 
suspect tickets will appear as override transactions [requiring approval from lead
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supervisors (management representatives) before printing]. This check permits 
almost no distortions o f  data, which are possible at the points numbered 1 and 3 
above.
Grant warns that any method of evaluating quantitative performance must 
be perceived as valid, by workers as well as managers. For penalty and reward 
systems to work, employees must see that performance is accurately measured.
He suggests that the incorrect allocation of rewards and punishments will actually 
result in an overall decline in effort expenditure, possibly more so than i f  no 
incentive system exists at all.
It should be mentioned that while managers may aim to increase the work 
performance o f  individuals quantitatively, Kovach argues that management’s 
desire for increased performance can backfire. He states; “Beyond a certain point, 
pressure for improved performance accomplishes nothing, and may, if  continued, 
reduce performance” (Kovach, 1992, p. 6).
Unequal Performance
When there is no quantification of expected [individual] work output, 
output itself becomes unpredictable. While overall group response to work to be 
performed may meet the challenge, individual components o f  the group will work 
harder to cover the shortages created by the under-performers o f the group. This 
paper will not address the reasons why some workers produce above the mean 
work output level, but will discuss some of the reasons why lower level 
performers reduce their output.
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Discussion with members o f  slot management teams revealed that analysis 
o f worker performance in many slot departments has traditionally been based on 
total jackpot and fill tickets produced per day, or per shift. A significant reason for 
this is that the quantitative performance o f workers may otherwise be difficult to 
measure. Additionally, such analysis can aid in calculating the preferred [by 
management] credit limit amount on a slot machine at which the slot computer 
will generate a hand-paid jackpot [paid by a floor-person] rather than a machine- 
paid jackpot, where the won amount is paid in coins out o f the slot machine 
hopper. This method of analysis o f work produced by floor-persons has benefits 
in meeting the changing needs o f  customers whose tastes for pay-out procedures 
[hand-paid versus machine-paid jackpots] may vary over time. One disadvantage 
o f such analysis is that the work output o f individual floor-persons has long been 
neglected.
Human resource strategies in the slot department have focused on having 
enough employees to provide adequate customer service on the slot floor. This in 
turn leads to emphasis on group output rather than individual output, which is a 
concern o f this paper. Erez and Earley (1993) found differing levels of 
commitment to group participation and group goals between cultures. They state: 
“Group participation is congruent with collectivistic, group-oriented values...” 
(Erez & Earley, 1993, p. 35), and discovered that in “group” cultures, such as 
Israel, group goals were preferred [by workers] to individual goals, whereas in 
America, individual goals were preferred to group goals. Uses for both group 
participation and individual goal setting in American culture have been identified
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(Dessler, 1983), and are discussed later in this paper. It was discovered (Brief, 
1998) that group goals were also extremely effective for Japanese workers, 
whereas Earley found that “in individualistic cultures, group goals very often 
result in social loafing and firee riding because the group members do not share 
responsibility to the same extent as those in collectivistic cultures” (Erez & 
Earley, 1993, p. 35). Earley concludes that unless employees are personally 
accountable for their performance, group performance tends to be less effective in 
individualistic cultures than collectivistic ones. This observation may help explain 
some o f the variance between the mean level o f slot-floor-person quantitative 
output, and the lower performers in this classification. In American culture, it 
follows that individual evaluations wiU prove to be at least as valuable, if  not 
more so, than group appraisals. Such a practice may more quickly be expected to 
reverse individual tendencies towards negative discretionary effort.
Performance-linked Rewards 
Philip Grant believes that in order for employees to exert a higher effort, 
they must perceive some reward for doing so; “Employees must sense that 
performance pays off — that it will yield desired positive outcomes. The stronger 
the perceived correlation between performance and desired rewards (positive 
outcomes), the stronger the motivation.” (Grant, 1989, p. 47).
It should be noted that the desired rewards need not necessarily be in 
direct pecuniary compensation, as other methods of compensation or recognition 
may be preferable to workers [see discussion on Maslow and Herzberg, above].
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For example; Roth warns o f the perils o f withholding non-cash rewards for 
worker performance:
“The range of rewards offered in most... situations is extremely 
limited. Employees rarely hear applause for a job well done. Envious 
peers play down technical and cultural accomphshments. Bosses often try 
to take credit for them. Because the intangible rewards gained from doing 
the job well are largely nonexistent... all that a majority o f  us have left to 
look forward to are the tangible ones, and most of those involve money.” 
(Roth, 1989, p.62).
A compensation system devised primarily o f monetary rewards may have 
a negative effect on the achievement o f organizational objectives. “Because there 
is a limited amount o f salary available, which has to be divided among many, 
employees tend to fight over it. Our almost exclusively dollar-based incentive 
system, therefore, is... encouraging conflict” (Roth, 1989, p.65-66).
Nevertheless, Grant advises that one must get high rewards for high 
performance and low rewards for low performance; it should never be perceived 
that rewards are experienced independent of performance, as this is creating an 
opportunity for negative discretionary effort to be exhibited by less motivated or 
less committed workers. Indeed, Grant’s criticism of this commonly found reward 
structure outlined above is as follows:
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“The annual salary or fixed hourly wage is all too common. With 
such systems workers see that performance really makes little difference 
in terms o f what they are able to earn to sustain a given standard o f  living. 
When workers function apart fi-om little valid assessment o f performance, 
coupled with this fixed level o f monetary payments and benefits, the 
problem can be severe. Organizations must generally not provide high 
rewards regardless o f performance because one may well perceive 
nonperformance more satisfying than high performance.” Grant, 1989, p. 
60).
Roth argues (1989) that today’s working definitions o f  work, rewards and 
development are outdated, having roots in the sixteenth century and its values. He 
suggests that our modem abilities, resources and values have changed 
significantly since then, and thus so should our definitions of, and targets for, 
work, rewards and development in the workplace.
The Relationship Between Job Satisfaction 
and Performance
While conventional wisdom may assiune an “obvious” link between job 
satisfaction and job performance, several studies have provided evidence that the 
link between these two variables is not particularly strong. For example; two 
studies comparing the mean correlation of job performance with global job 
satisfaction, one by laffaldando and Muchinsky [in 1985], and one by Petty,
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McGee and Cavender [in 1984] found very modest correlation between the two 
variables. An earlier study by Brayfield and Crockett [1955] came to the 
conclusion that there is no relationship between workers’ attitudes [whether 
satisfied or not] and worker performance. In a series o f more recent studies, 
researchers Bateman and Organ (1983), Organ (1988a, 1990), Smith, Organ and 
Near (1983) have been able to show that, as popular wisdom suggested, indeed 
there is a link between worker satisfaction and worker production. Roth notes that 
“The primary thing that companies must focus on if  they want to excel is the 
satisfaction o f  employees’ needs so that these people want to do their jobs” (Roth, 
1989, p. 17). However, it must be remembered (Herzberg, 1993), that opinion 
among industrial researchers is still divided on whether workers value job 
satisfaction the most — to be treated with dignity and respect — or simply gross 
pay.
Frustration-Regression Among 
Slot Floor-Persons 
As has been discussed, in instances where individuals do not have their 
higher level needs met, regression to lower level needs may occur to create some 
level of satisfaction for the worker. While progression to higher level needs may 
indicate a positive worker/manager relationship, regression to lower level needs 
probably indicates a negative worker/manager relationship. As the name o f the 
Alderfer’s phenomenon indicates, it is fimstration with management, direct or 
indirect, that fuels regression tendencies.
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Alderfer classified human relationships in the workplace as relatedness 
needs. To regress firom these, workers dwell on existence needs. Generally, 
material needs. Such regression will manifest itself in dissatisfaction with pay 
levels, expressed irritation at any inequity in pay rates [throughout a property, 
company, or industry], criticism of provided benefits [hygiene factors] such as 
employee meals or break areas, and/or the view that larger company profits must 
necessarily result in increased financial rewards at all levels.
Concerning worker satisfaction with pay, Heneman and Schwab (1985) 
developed a Pay Satisfaction Questionnaire, while Miceli and Lane (1991) 
discussed multiple models o f  the determinants of satisfaction with pay. Greenberg 
(1986) recognized that satisfaction for a given level o f  pay may vary between 
workers having differing levels o f financial obligation outside of the workplace. 
With this in mind, managers should consider that pay may be valued as more than 
just a hygiene factor by some workers.
Kovach acknowledges the existence o f the theory o f firustration- 
regression; “ .. .money may be a sort of ‘revenge’ against management, a way of 
hitting back at an adversary where it will presumably hurt most” (Kovach, 1992, 
p.5). He states that such motivation has more to do with feelings of alienation 
fi-om management than it has to do with inadequate pay.
Matheny (1988) notes that deliberate reduction o f measurable work output 
is only one o f six negative or dysfimctional reactions to the [negative] work 
environment. He lists the others as physical avoidance, or absence firom work 
completely, psychological adjustment (use o f drugs) in the workplace.
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constructive protests about the work or job position, defiance o f  or resistance to 
authority, and aggressive o*r retaliation-induced behaviors.
Dissatisfactions, wlhen voiced, travel through the workplace through 
rumors, not managerial meanos. The lower morale that such communication can 
produce in a normally productive workforce can be stemmed (Goll, 2000) by 
timely, reactive information, from management, such as official memoranda or 
meetings. O f course, proactive management, aware that the feeling o f being in on 
things variable ranked highier than the good working conditions variable in 
hospitality employee survery results (Goll, 1988) may have already stemmed much 
o f  what Goll calls the rum or network.
It is not the case tha t workers expressing such dissatisfactions need more 
money, they just want m ore money. I f  the workforce feels that there is little 
chance of having higher lewel needs met in the workplace, it m ay expect to be 
compensated, hterally, through the enhancement o f  lower level satisfiers. I f  a 
company gives in to this concept, it would increase overheads in return for 
probably no increase in w orker performance.
The type o f work that slot floor-persons actually do may be considered as 
blue collar, or semi-skilled, labor. Roth (1989) categorizes jobs into four levels o f 
work; slave, subsistence-lovel, situation-improving, and developmental. The work 
o f a slot floor-person cannot be described as subsistence-level work due to the 
nature of its tripartite compensation system, as noted earlier. It therefore falls into 
what some scholars call situation-improvement work which, Roth notes, is not 
necessarily as bright as it sx)unds.
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
40
“Situation-improvement work is still sacrificial in nature. It is still 
something we’d rather not do. The pressures are less because we have 
backed away firom the edge o f total dependency in terms o f survival. But 
they still exist. The rewards have improved, but they still do not satisfy 
many o f  our inner longings and needs. We enjoy a greater degree o f 
continuity in terms o f  security, but the uncertainty, excitement, and 
challenge part o f the equation is sorely lacking.” (Roth, 1989, p.33).
A penalty o f undertaking this type o f work for an extended time period, or a large 
portion o f a worker’s career is that he or she may seldom increase job knowledge 
and remain under-developed. Roth notes that a major concern for under­
developed workers is that they have the fi-eedom to change employers, but lack 
the ability to improve their rewards in either their current employment or in other 
potential employment.
Maslow has noted that unfulfilled needs are stronger motivators than 
wants, indicating that money is not all that strong of a motivator. I f  compensation 
were genuinely inadequate, then an employee would leave for other employment. 
With this in mind, the stronger motivators for increases in performance seem to be 
relatedness and growth-related needs. One caveat, however, is that not every 
individual within the same job classification has the same unfulfilled needs or, 
indeed, long-term goals. In cases where quantitative work output levels are below 
a standard acceptable to management, some interrogation [in the positive sense!] 
o f the lower-performing employees’ personal values and ethics may prove
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beneficial. This may be the only way a positive work environment may be 
provided for each and every employee.
Such an approach may not only stem regression, but initiate progression to 
the desired higher levels o f need and achievement. Alderfer believes that 
progression also has benefits for the individual outside of the workplace: ‘Tersons 
who experience growth in one setting tend not only to seek more opportunities in 
that setting, but also seek more settings in which to rise and develop their talents.” 
(Alderfer, 1972, p. 16).
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CHAPTERS 
METHODOLOGY OF THE STUDY
The Survey Instrument 
The survey instrument used for gathering data from slot floor-persons and 
their supervisors was almost identical to that used in similar studies by Kovach, 
Goll and Darder, and contained the same ten motivation and hygiene related 
variables. As in the study by Darder, the variable “good wages” was changed to 
“good wages (including tokes)” to be more meaningful and relevant to the total 
monetary compensation received by slot floor-persons in the casinos examined.
While both survey forms were one page in length and contained the same 
variables, the instructions for completion differed for the two groups [slot floor- 
persons and their supervisors]. The slot floor-persons were asked to rank the listed 
variables in order o f importance to themselves. Their supervisors were asked to 
rank the listed variables in the order they believed the slot floor-persons would 
rank them. In both cases, the rankings were from 1 to 10, with 1 being the most 
important and 10 being the least important. The full survey instrument used is 
shown on pages 97 and 98 of the appendix, and the codes and matching work 
attributes that respondents were asked to rank are presented below.
42
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
43
W ork Attributes and Their Codes 
The following ten attributes / variables appeared on the survey instrument, 
and respondents were asked to rank them in order o f importance to their 
happiness and satisfaction w ith their position as a slot floor-person. The 
respondents were asked to rank the attributes with numbers one through ten, using 
each number only once, with the number one representing the most important 
attribute, and ten representing the least important attribute. Examples were given 
to aid in correct answer format.
a. Feeling o f being in on things.
b. Full appreciation for work done.
c. Good wages (including tokes).
d. Good working conditions.
e. Interesting work.
f. Job security.
g. Personal loyalty to employees.
h. Promotion and growth within the organization,
j. Sympathetic help with personal problems.
k. Tactful discipline.
Participant Informed Consent Notice 
In compliance with academic regulations for protocol relating to research 
on human subjects, a notice was attached to the front o f  the survey instrument 
stating the necessary particulars for voluntary survey respondents. The
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participation, informed consent notice, as used for the workers surveyed, is shown 
on page 99 o f the appendix.
The Questions
O f the ten questions for the respondents, six concerned hygiene factors, 
and four concerned motivational factors. The purpose o f having questions o f each 
kind was to determine whether there was any consistency among respondents for 
preference for motivational or hygiene factors at work.
Attributes (c) good wages, (d) good working conditions, (f) job security,
(g) personal loyalty to employees, (j) sympathetic help with personal problems, 
and (k) tactful discipline were hygiene variables.
Attributes (a) feeling of being in on things, (b) full appreciation for work 
done, (e) interesting work, and (h) promotion and growth within the organization 
were motivational variables.
The variables were placed in the same order (alphabetized) on the survey 
form as in previous studies.
Validitv o f the instrument
Validity of the instrument has been shown through academic studies by a 
study on general industry (Labor Relations Board, 1946), (Kovach, 1980, 1986), 
on hospitality workers (Goll, 1987), and on casino table games dealers (Darder, 
1991).
Pre-test
This survey instrument received a pre-test on two possible methods o f 
distribution (Darder, 1991, p. 39) to determine whether there would be any
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difference in results from respondents completing the survey form with written 
instructions or verbal instructions. The pre-test showed that both methods resulted 
in successfully completed forms. The method o f distributing the survey 
instrument with written instructions for its completion has thus been validated.
Selection o f Respondents 
The Las Vegas casino market was chosen as a field from which to draw 
respondents, both for the size o f  the casinos [and hence, a large pool o f possible 
respondents] and for geographical convenience in administering the survey 
instrument. O f the available casinos, seven were approached to participate in the 
study, and four agreed to participate.
Each of the four casinos participating was chosen to represent a different 
market segment in the Las Vegas gaming industry. One casino catered primarily 
to local Las Vegas residents, one to residents and value-oriented tourists, one to 
middle-income tourists, and one to “higher-end” [more affluent] tourists and 
business travelers. The four casinos varied in their number of hotel rooms, square 
footage o f  gaming space, corporate mission statement, longevity in the Las Vegas 
gaining market, and typical clientele. Three o f the properties were located on the 
Las Vegas “Strip”; one was in an “off-Strip” location. It is because the casino 
properties differed in market-type that statistical tests were conducted to see 
whether this affected the slot floor-persons’ responses, or whether the variances in 
responses between the four casinos were statistically insignificant. The tests 
conducted are discussed later in this chapter.
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All the selected casinos had a slot department employee base o f between 
25 and 70 full-time slot floor-persons. This selection requirement was established 
to ensure a  relatively large number o f respondents to increase the meaningfiilness 
and relevance o f  the survey results. Respondents were surveyed across all three 
shifts: day, swing and graveyard.
Survey Administration
The survey was distributed at casinos A, B, C and D. The casinos are not 
identified by name to protect the anonymity necessary for permission to conduct 
the study. At casino A, slot department managers were not permitted to assist in 
the dissemination o f the survey instrument. The administration method was for 
the researcher to hand the one page survey form [with written instructions, as 
shown in the appendix] to each potential respondent in person. The specific 
locations at which the survey form could be handed out were limited by casino 
management. Response was voluntary, and completed response forms were to be 
either handed to the researcher, or placed in a drop box for collection by the 
researcher.
At casinos B, C, and D, the administration procedure was to have the slot 
department manager distribute the questionnaires to the managers o f the three 
shifts, for dissemination among the relevant employees. Each shift manager was 
to hand the floor-person questionnaire to all available floor-persons on his/her 
shift, and to hand the supervisor questionnaire to all available supervisors on 
his/her shift.
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The participant consent form was to be signed by each participant, and the 
questionnaire was to be completed as per the instructions on the form itself.
Instructions on the questionnaire and the attached participant consent form 
required respondents to separate the two [stapled] forms, to ensure confidentiality, 
and place them in a drop box for collection by the researcher.
Assessment o f  the Validitv of the 
Responding Population 
It is recognized that as all respondents completed the survey voluntarily, 
the surveys collected could not necessarily be said to be fuHy representative of the 
total population. However, the administration method was largely dictated by the 
management o f each casino property.
Coding o f the Questionnaires 
The two different response forms were coded to more quickly distinguish 
the slot floor-persons’ answers from the supervisors’ answers; the supervisors’ 
answer sheet contained the unobtrusive, but visible word “LEAD” in a certain 
location on the form. There was no such additional marking on the slot floor- 
person’s answer sheet. The ten attribute variables on the questionnaire were coded 
A through K  [omitting the letter I to avoid possible confusion with the numeral 1] 
as shown in Chapter 4.
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Data Analysis
The data collected from the survey forms were entered into a statistical 
software program for analysis. The program selected was the SPSS Graduate Pack 
9.0 for Windows (SPSS, 1999).
The mean and sum o f ranks were calculated for each o f  the ten variables to 
ease comparison of the results with those o f past studies. Results were first 
calculated for each casino property, then aggregated to provide ranked data for the 
total [surveyed] population o f all participating properties. As a point o f interest, 
the responses were able to be separated into male and female rankings of the 
variables [due to a space on the questionnaire for voluntary provision of this 
information] and the results are broken down by sex for each property in Chapter
4.
Although calculating the mean o f ranks [as opposed to the median] is 
recognized as less accurate for non-parametric data, (Bishop, 1989) the mean was 
calculated for compatibility of results and methodology with the prior studies by 
Kovach, Goll and Darder. The frequency of occurrence was calculated for each 
variable for both slot floor-persons and supervisors. Comparisons between the 
two groups could then be made.
Five statistical calculations were performed on the data; the Kendall 
coefficient W, the Kruskal-Wallis one-way analysis o f variance, the Chi-Square 
test, the Spearman Rank Correlation Coefficient, and the Cronbach alpha test.
Each is summarized below.
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The Kendall Coefficient W  
This test produces the coefficient o f concordance [W]. This figure is a 
measure o f agreement among raters. Each case is a judge or rater and each 
variable is an item or person being judged (in this case, each of the ten variables). 
The sum o f  ranks is computed for each variable. The value o f Kendall’s W  ranges 
from 0 [no agreement] to 1 [complete agreement].
The Kruskal-Wallis One Wav 
Analvsis o f Variance 
This test is non-parametric in nature, and is used to compute a one-way 
analysis o f variance when the data cannot support a parametric test. It is able to 
analyze multiple groups. The data do not have to be from normal populations; it is 
sufficient that the data comprise independent samples from populations with the 
same shape, assuming equal variances.
The Chi-Souare Test 
This test matches the distribution of a categorical variable (in this case, 
any one o f the ten ranked variables) against the hypothesis that each category has 
a specified proportion o f cases in the surveyed population.
The Spearman Rank Correlation 
Coefficient
Correlation coefficients measure the strength o f a linear relationship 
between two variables. The Spearman coefficient ranges in value from —1 to +1, 
with —1 representing the fact that points on a scatterplot fall on a line with a 
negative slope, and +1 representing the fact that points on a scatterplot fall on a
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line with a positive slope. The intermediate value o f  zero indicates that the values 
are not related, or are related in a non-linear way. The Spearman method replaces 
the actual data values with ranks.
Cronbach’s Alpha Reliability Test 
Cronbach’s alpha is a measure o f [survey] reliability. The test measures 
whether the differences in responses are due to respondents having different 
opinions, or are due to respondents interpreting the questions in different ways. 
The alpha statistic has a value o f  between zero and one, with numbers closer to 
one indicating better reliability.
The Origin o f the Data 
Both primary and secondary data were used to answer the sub-problems o f 
this study, and reject [or fail to reject] the hypotheses made in anticipation o f  the 
study. The primary data were collected through a questionnaire at participating 
casinos in Las Vegas, Nevada. The secondary data were obtained from the results 
o f prior studies on general industry and the hospitality industry, as covered in the 
review o f literature.
Coding of the Data 
To ease data compilation and analysis, code letters were assigned to 
response elements o f  the questionnaire. The codes used are as listed below.
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Table 5
Questionnaire Codes and Variables
CODE VARIABLE
A Feeling o f  being in on things
B Full appreciation o f  work done
C Good wages (including tokes)
D Good working conditions
E Interesting work
F Job security
G Personal loyalty to employees
H Promotion and growth within the organization
J Sympathetic help with personal problems
K Tactful discipline
Table 6
Demographic Data and Codes
DEMOGRAPHIC VARIABLE CATEGORIES
(CODES)
SEX MALE FEMALE PREFERRED
(sex) NO ANSWER
(1) (2) (0)
Purpose o f the Data 
The results from the survey of slot floor-supervisors were to be compared 
with results obtained through similar methodology in prior studies on general 
industry and the hospitality industry. Comparison o f  these results was intended to 
answer sub-problems 1 ,2 ,3 , and 4 stated on pages 1-2.
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Conclusions drawn from analyzing and comparing the results were 
intended to reject [or fail to reject] the statements made in the problem hypotheses 
on page 2.
The data from the survey o f Las Vegas casino slot floor-persons and their 
supervisors are presented in the next chapter.
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RESULTS
Introduction
The results o f  the survey at four Las Vegas casino properties are presented 
first, for each property individually, and second, for the properties combined, 
where justifiable by data analysis. The results are presented in tabular form; first 
by sex, and second; combined. Any necessary explanatory comments will 
immediately follow the presentation o f  the data. Conclusions drawn firom the 
results will be presented in Chapter 5.
Table 7
Population and Useable Sample Size Obtained
TARGET GROUP FLOOR-
PERSONS
SUPER­
VISORS
Total population 211 36
Total responses 119 31
Useable responses 108 28
Useable % o f responses 91 90
Useable % o f total population 51 78
Note. Figures rounded. The number o f  each category at each casino property has 
been omitted to preserve anonymity, as specified in the delimitations.
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Table 8 shows the survey results for casino A floor-persons. The ranks 
from one to ten for each variable are presented, based on the mean rank for each 
variable. The variable ranked 1 is the most important; the variable ranked 10 is 
the least important in the opinions o f  the floor-persons.
Table 8
Rank Results for Casino A. Floor-persons.
Female (25 Cases), Male (21 Cases)
CODE FLOOR
PERSON
FEMALE
MEAN
RANK
FLOOR
PERSON
FEMALE
RANK
OF
A -K
FLOOR
PERSON
MALE
RANK
OF
A -K
FLOOR
PERSON
MALE
MEAN
RANK
A (being in on things) 7.84 9 9 8.42
B (full appreciation) 4.48 4 4 3.95
C (good wages) 3.08 2 1 2.28
D (working conditions) 3.32 3 3 3.90
E (interesting work) 5.96 6 6 5.66
F (job security) 2.64 1 2 3.57
G (loyalty) 5.72 5 7 6.19
H (promotion / growth) 6.48 7 5 5.09
J (personal help) 8.24 10 10 8.52
K (tactful discipline) 7.24 8 8 7.76
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Table 9 shows the survey results for casino A floor-persons and 
supervisors. The ranks from one to ten for each variable are presented, based on 
the mean rank for each variable. The variable ranked 1 is the most important; the 
variable ranked 10 is the least important in the opinions o f the floor-persons and 
supervisors.
Table 9
Rank Results for Casino A. Floor-persons 
(46 Cases) and Supervisors. (7 Cases')
CODE FLOOR
PERSON
FLOOR
PERSON
SUPER­
VISORS
SUPER­
VISORS
MEAN
RANK
RANK
OF
A - K
RANK
OF
A - K
MEAN
RANK
A (being in on things) 8.10 9 6 6.71
B (full appreciation) 4.23 4 5 5.00
C (good wages) 2.71 1 1 1.71
D (working conditions) 3.58 3 4 4.42
E (interesting work) 5.82 5 7/8* 7.42
F (job  security) 3.06 2 2 2.57
G (loyalty) 5.93 7 10 7.85
H (promotion / growth) 5.84 6 3 4.14
J (personal help) 8.36 10 9 7.71
K (tactful discipline) 7.47 8 7/8* 7.42
Note. * Denotes a tie.
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Table 10 shows the survey results for casino B floor-persons. The ranks 
from one to ten for each variable are presented, based on the mean rank for each 
variable. The variable ranked 1 is the most important; the variable ranked 10 is 
the least important in the opinions o f the floor-persons.
Table 10
Rank Results for Casino B. Floor-persons.
Female (19 Cases). Male (16 Casesl
CODE FLOOR
PERSON
FEMALE
MEAN
RANK
FLOOR
PERSON
FEMALE
RANK
OF
A -K
FLOOR
PERSON
MALE
RANK
OF
A - K
FLOOR
PERSON
MALE
MEAN
RANK
A (being in on things) 7.15 8 9 7.75
B (full appreciation) 4.52 4 4 4.25
C (good wages) 2.89 1 1 2.06
D (working conditions) 3.42 3 3 3.68
E (interesting work) 6.00 5 7 6.87
F (job security) 3.05 2 2 3.12
G (loyalty) 6.10 7 5 4.87
H (promotion / growth) 6.05 6 6 6.18
J (personal help) 8.42 10 10 8.50
K (tactful discipline) 7.36 9 8 7.68
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Table 11 shows the survey results for casino B floor-persons and 
supervisors. The ranks from one to ten for each variable are presented, based on 
the mean rank for each variable. The variable ranked 1 is the most important; the 
variable ranked 10 is the least important in the opinions o f the floor-persons and 
supervisors.
Table 11
Rank Results for Casino B. Floor-persons 
(35 Cases! and Supervisors. (14 Cases)
CODE FLOOR
PERSON
FLOOR
PERSON
SUPER­
VISORS
SUPER­
VISORS
MEAN
RANK
RANK
OF
A -K
RANK
OF
A - K
MEAN
RANK
A (being in on things) 7.42 8 6 6.64
B (full appreciation) 4.40 4 4 5.00
C (good wages) 2.51 1 2 2.85
D (working conditions) 3.54 3 3 3.00
E (interesting work) 6.40 7 7 6.71
F (job security) 3.08 2 1 2.71
G (loyalty) 5.54 5 8 7.07
H (promotion / growth) 6.11 6 5 5.14
J (personal help) 8.45 10 9/10* 7.92
K (tactful discipline) 7.51 9 9/10* 7.92
Note. * Denotes a tie.
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Table 12 shows the survey results for casino C floor-persons. The ranks 
from one to ten for each variable are presented, based on the mean rank for each 
variable. The variable ranked 1 is the most important; the variable ranked 10 is 
the least important in the opinions o f  the floor-persons.
Table 12
Rank Results for Casino C. Floor-persons.
Female (3 Cases). Males (9 Cases’)
CODE FLOOR
PERSON
FEMALE
MEAN
RANK
FLOOR
PERSON
FEMALE
RANK
OF
A -K
FLOOR
PERSON
MALE
RANK
OF
A - K
FLOOR
PERSON
MALE
MEAN
RANK
A (being in on things) 6.66 6/7* 5 5.77
B (full appreciation) 3.00 1 3 3.66
C (good wages) 3.66 3 1/2* 2.55
D (working conditions) 3.33 2 4 3.88
E (interesting work) 4.33 5 6 6.77
F (job  security) 4.00 4 1/2* 2.55
G (loyalty) 7.00 8 8 7.33
H (promotion / growth) 7.66 9 7 7.00
J (personal help) 8.66 10 10 8.00
K (tactful discipline) 6.66 6/7* 9 7.44
Note. * Denotes a tie.
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Table 13 shows the survey results for casino C floor-persons and 
supervisors. The ranks from one to ten for each variable are presented, based on 
the mean rank for each variable. The variable ranked 1 is the most important; the 
variable ranked 10 is the least important in the opinions o f the floor-persons and 
supervisors.
Table 13
Rank Results for Casino C. Floor-persons 
(12 Cases) and Supervisors (6 Cases!
CODE FLOOR
PERSON
FLOOR
PERSON
SUPER­
VISORS
SUPER­
VISORS
MEAN
RANK
RANK
OF
A - K
RANK
OF
A -K
MEAN
RANK
A (being in on things) 6.00 5 5 6.00
B (full appreciation) 3.50 3 2 2.66
C (good wages) 2.83 1 1 2.50
D (working conditions) 3.75 4 3 3.00
E (interesting work) 6.16 6 9 7.66
F (job  security) 2.91 2 4 3.50
G (loyalty) 7.25 8/9* 6 6.66
H (promotion / growth) 7.16 7 7 7.00
J (personal help) 8.16 10 8 7.16
K  (tactful discipline) 7.25 8/9* 10 8.83
Note. * Denotes a tie.
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Table 14 shows the survey results for casino D floor-persons. The ranks 
from one to ten for each variable are presented, based on the mean rank for each 
variable. The variable ranked 1 is the most important; the variable ranked 10 is 
the least important in the opinions o f  the floor-persons.
Table 14
Rank Results for Casino D. Floor-persons.
Female (5 Cases’). Male (10 Cases')
CODE FLOOR
PERSON
FEMALE
MEAN
RANK
FLOOR
PERSON
FEMALE
RANK
OF
A - K
FLOOR
PERSON
MALE
RANK
OF
A - K
FLOOR
PERSON
MALE
MEAN
RANK
A (being in on things) 8.20 9 7 6.70
B (full appreciation) 4.00 3 3/4* 4.40
C (good wages) 4.40 4 1 2.30
D (working conditions) 2.00 1 3/4* 4.40
E (interesting work) 4.80 5/6* 6 5.40
F (job  security) 3.40 2 2 2.90
G (loyalty) 6.60 7 8 7.00
H (promotion / growth) 4.80 5/6* 5 5.30
J (personal help) 8.00 8 10 9.40
K (tactful discipline) 8.80 10 9 7.20
Note. * Denotes a tie.
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Table 15.shows the survey results for casino D floor-persons and 
supervisors. The ranks from one to ten for each variable are presented, based on 
the mean rank for each variable. The variable ranked 1 is the m ost important; the 
variable ranked 10 is the least important in the opinions o f  the floor-persons and 
supervisors.
Table 15
Rank Results for Casino D. Floor-persons (15 Cases) 
and Supervisors (1 Casel
CODE FLOOR
PERSON
FLOOR
PERSON
SUPER­
VISORS
SUPER­
VISORS
MEAN
RANK
RANK
OF
A - K
RANK
OF
A - K
MEAN
RANK
A  (being in on things) 7.20 8 4 4
B (full appreciation) 4.26 4 8 8
C (good wages) 3.00 1 2 2
D (working conditions) 3.60 3 3 3
E (interesting work) 5.20 6 7 7
F (job security) 3.06 2 1 1
G (loyalty) 6.86 7 10 10
H (promotion / growth) 5.13 5 5 5
J (personal help) 8.93 10 9 9
K  (tactful discipline) 7.73 9 6 6
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Table 16 shows the survey results for casino A, B, C and D floor-persons. 
The ranks fl-om one to ten for each variable are presented, based on the mean rank 
for each variable. The variable ranked 1 is the most important; the variable ranked 
10 is the least important in the opinions of the floor-persons.
Table 16
Combined Results for Casinos A. B. C. & D. 
Floor-persons. Female (52 Cases).
Male (56 Cases)
CODE FLOOR
PERSON
FEMALE
MEAN
RANK
FLOOR
PERSON
FEMALE
RANK
OF
A - K
FLOOR
PERSON
MALE
RANK
OF
A - K
FLOOR
PERSON
MALE
MEAN
RANK
A (being in on things) 7.56 9 8 7.50
B (full appreciation) 4.36 4 4 4.07
C (good wages) 3.17 2 1 2.27
D (working conditions) 3.23 3 3 3.93
E (interesting work) 5.77 5 6/7* 6.14
F (job security) 2.94 1 2 3.16
G (loyalty) 6.02 6 6/7* 6.14
H (promotion / growth) 6.23 7 5 5.75
J (personal help) 8.31 10 10 8.59
K  (tactful discipline) 7.40 8 9 7.59
Note. * Denotes a tie.
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Table 17 shows the survey results for casino A, B, C and D floor-persons 
and supervisors. The ranks from one to ten for each variable are presented, based 
on the mean rank for each variable. The variable ranked 1 is the mo#st important; 
the variable ranked 10 is the least important in the opinions of the fHoor-persons 
and supervisors.
Table 17
Combined Results for Casinos A. B. C & D. 
Floor-persons (108 Cases! and 
Supervisors (28 Cases)
CODE FLOOR
PERSON
FLOOR
PERSON
SUPER­
VISORS
SUPER­
VISORS
MEAN
RANK
RANK
OF
A - K
RANK
OF
A -K
M EAN
RLANK
A (being in on things) 7.53 9 6 6.43
B (full appreciation) 4.21 4 4 -4.61
C (good wages) 2.70 1 1 J2.46
D (working conditions) 3.59 3 3 3.36
E (interesting work) 5.96 5 7 7.11
F (jo b  security) 3.06 2 2 2.19
G (loyalty) 6.08 7 8 7.29
H (promotion / growth) 5.98 6 5 5.29
J (personal help) 8.45 10 9 2.75
K (tactful discipline) 7.50 8 10 7.93
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Data Analysis: The Kendall Coefficient, W 
The Kendall coefficient measures the extent o f  agreement between the 
floor-persons o f  each casino. The results are significant [greater than 0.05] which 
suggests that the floor-persons [Table 18] are applying the same standards in 
ranking the variables. The results for the supervisors [Table 19] are also shown to 
be significant, which suggests that they are applying the same standards in how 
they thought the floor-persons would rank the variables.
Table 18
Kendall Coefficient. W: Level of Agreement 
bv Slot Floor-persons
CASINO TEST STATISTIC
A 0.463
B 0.454
C 0.455
D 0.473
Table 19
Kendall Coefficient. W: Level of Agreement 
bv Supervisors
CASINO TEST STATISTIC
A 0.552
B 0.466
C 0.603
D N/A*
Note. * indicates insufficient cases for analysis.
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Table 20
Kruskal-Wallis One-way Analvsis o f  Variance: 
Test Results for Slot Floor-persons 
and Their Supervisors
FLOOR-PERSONS = 1 VARIABLE KRUSKAL- PROBABILITY
108 CASES. WALLIS AT
SUPERVISORS = 2 TEST 3DF
28 CASES. STATISTIC
1 A 9.813 (!) 0.020»*
1 B 2.051 0.562
1 C 0.674 0.879
1 D 0.620 0.892 .
1 E 3.460 0.326
1 F 0.592 0.898
1 G 6.662 0.083*
1 H 4.344 0.227
1 J 2.070 0.558
1 K 0.790 0.852
2 A 1.592 0.661
2 B 6.229 0.101
2 C 3.070 0.381
2 D 1.909 0.591
2 E 0.335 0.953
2 F 3.276 0.351
2 G 3.671 0.299
2 H 4.598 0.206
2 J 1.268 0.737
2 K 3.050 0.384
Note. (!) = A test statistic greater than 7.185 (at 3df) indicates the respondents 
cannot be considered to be from a continuous population for that variable. Chi- 
square significance level is 0.05 (5%).
** = result significant at 5%. * = result significant at 10%.
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The above table shows that the variable A, feeling o f being in on things, 
showed a significant value for the Kruskal-WalHs test statistic [above 7.185]. This 
means that for this variable, the slot floor-persons cannot be considered to have 
come from one continuous population, and any conclusions about the results from 
this variable must be limited to each individual casino property. The floor-persons 
may be considered as one population for the other nine variables, and the 
supervisors may be considered as one population for all ten variables.
Spearman Rank Correlation Coefficient 
This correlation measures the relationships between the sum o f ranks for 
the job attribute variables for the different groups o f subjects from casinos A, B,
C, and D. The correlation coefficients have been calculated for floor-persons and 
supervisors. The coefficient value ranges from +1, a perfect positive correlation, 
to —1, a perfect negative correlation. The score o f +1 would suggest [for example] 
that if  a change in the work environment in casino A changes the way the floor- 
persons rank the variables, then the same changes in rank results would be 
expected to occur in casinos B, C, and D if  the same changes are made in those 
work environments. In contrast, a correlation o f—1 would suggest that the floor- 
persons would react in the exact opposite way if  the same change were made in 
those other work environments.
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Table 21
Spearman Rank Correlation Coefficient Between 
Four Groups o f  Slot Floor-persons
67
COMPARISON COEFFICIENT
Casino A compared to casino B + 0.939
Casino A compared to casino C + 0.863
Casino A compared to casino D + 0.976
Casino B compared to casino C +  0.845
Casino B compared to casino D + 0.964
Casino C compared to casino D + 0.894
Tables 21 and 22 show that the results for all casinos are strongly 
correlated, with values for all comparisons close to +1. This suggests that if  a 
change is made in the working environment that affects how one casino ranks the 
ten variables, similar ranking results may be expected at the other casinos if  the 
same changes in their work environment are made.
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Table 22
Spearman Rank Correlation Coefficient Between 
Four Groups of Supervisors
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COMPARISON COEFFICIENT
Casino A compared to casino B + 0.899
Casino A compared to casino C + 0.657
Casino A compared to casino D + 0.863
Casino B compared to casino C + 0.821
Casino B compared to casino D + 0.778
Casino C compared to casino D + 0.467
Kruskal-Wallis Test for Significance o f Variances 
Between Sexes
To determine whether any o f the differences in rank order between males 
and females for any o f the ten variables were statistically significant, a Kruskal- 
Wallis test was conducted. The results for all ten variables are shown in the table 
below. The motivational variables are A, B, E, and H. The hygiene variables are 
C, D, F, G, J, and K.
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Table 23
Kmskal-Wallis Test Results to Show Significance 
OF differences in Rankings o f the Variables 
Between Sexes
VARIABLE A B c D E F G H J K
Chi-square 0.79 0.37 4.43 2.39 0.56 0.43 0.13 0.84 1.85 0.61
df 1 1 1 1 1 1 1 1 1 1
Significance 0.78 0.54 0.03 0.12 0.45 0.51 0.72 0.36 0.17 0.43
The table shows that the differences in the rankings between sexes are significant 
for only one variable, C, “good wages (including tokes)”. This means that for the 
other nine variables, how each was ranked had no significant relationship to the 
sex o f the respondent.
While overall, good wages (including tokes) was rated the most important 
variable for the motivation and satisfaction o f slot floor-persons, the males rated 
this variable significantly more important than the females.
Summary o f Results 
Casino A
The female floor-persons ranked job security first, good wages second, 
and good working conditions third. The male floor-persons ranked good wages 
first, job security second, and good working conditions third. Although not
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significant statistically, the females ranked personal loyalty to employees two 
places higher than the males, and the males ranked promotion and growth within 
the company two places higher than the females.
Combining the sexes, the floor-persons ranked good wages first, job 
security second, and good working conditions third.
The supervisors perceived that the floor-persons would rank good wages 
first, job security second, and promotion and growth within the organization third. 
The supervisors were accurate with the first and second rankings, but incorrectly 
perceived that promotion and growth was more important to the floor-persons 
than good working conditions.
Casino B
The female floor-persons ranked good wages first, job secmity second, 
and good working conditions third. The male floor-persons also ranked good 
wages first, job security second, and good working conditions third. Although not 
significant statistically, the males ranked personal loyalty to employees two 
places higher than the females did, and females ranked interesting work two 
places higher than the males did.
Combining the sexes, the floor-persons ranked good wages first, job 
security second, and good working conditions third.
The supervisors perceived that the floor-persons would rank job security 
first, good wages second, and good working conditions third. The supervisors 
correctly perceived the top three ranked variables for the floor-persons, but not in 
the same order. They perceived job security would be ranked number one and
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good wages number two by the floor-persons, whereas in fact, the reverse was 
true. Personal loyalty to employees was ranked three places higher by the floor- 
persons than the supervisors perceived.
Casino C
The female floor-persons ranked full appreciation for work done first, 
good working conditions second, and good wages third. The male floor-persons 
ranked good wages and job secmity equal first, and full appreciation for work 
done third. Although not significant statistically, the females ranked job security 
three places lower than the males did, and ranked tactful discipline three places 
higher than the males did.
Combining the sexes, the floor-persons ranked good wages first, job 
security second, and full appreciation for work done third.
The supervisors perceived that the floor-persons would rank good wages 
first, full appreciation for work done second, and good working conditions third. 
The supervisors were accurate with the highest ranking, but ranked full 
appreciation for work done second, where the floor-persons had ranked it third; 
and ranked job security fourth, where the floor-persons had ranked it second. The 
supervisors perceived interesting work would be ranked ninth, whereas it was 
ranked sixth by the floor-persons.
Casino D
The female floor-persons ranked good working conditions first, job  
security second, and full appreciation for work done third. The male floor-persons 
ranked good wages first, job security second, and full appreciation for work done
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and good working conditions equal third. Although not significant statistically, 
good working conditions were ranked two places higher by the females than by 
the males, and the feeling o f being in on things was ranked two places higher by 
males than by females.
Combining the sexes, the floor-persons ranked good wages first, job 
security second, and good working conditions third.
The supervisors perceived that the floor-persons would rank job security 
first, good wages second, and good working conditions third. The supervisors 
correctly perceived the top three rankings, but not the identical order of rank. The 
supervisors perceived that job security would be ranked first, and good wages 
ranked second by the floor-persons, whereas the reverse was true. The supervisors 
perceived full appreciation for work done would be ranked eighth, whereas the 
floor-persons ranked it fourth; and perceived that tactful discipline would be 
ranked sixth, whereas the floor-persons ranked it ninth.
Strength o f Results 
While attempts were made by the researcher to ensure that slot managers 
at casinos B, C, and D were equally likely to ensure that all slot floor-persons at 
their respective properties would have an opportunity to complete a questionnaire, 
this could not be monitored by the researcher. The response rate mentioned at the 
beginning of this chapter indicates that 51 percent of possible respondents 
actually responded with useable questionnaires. While approximately 10 percent 
o f all questionnaires were not readable or incorrectly filled out, there was a
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particularly low response rate at casino C [just 19%], one of the larger properties, 
which lowered the overall response rate for the study.
The researcher is not aware of any unusual factor that would account for 
this, such as a particular gender or race not being represented, and does not have 
data indicating the number o f possible respondents at casino C that were absent 
from the property for the week that questionnaires were available for completion 
there. It is thus assumed that relative to the other casino properties, a larger 
proportion o f floor-persons chose not to participate for reasons o f their own.
It can be seen from the results from casino C that the rankings o f variables 
are somewhat different from the other three properties. The motivational variable 
“full appreciation for work done” is ranked at number two. None o f  the other 
properties had a motivational variable ranked within the top three places. While it 
would be interesting to pursue the reason for this as an unusual policy or 
management practice at this property, the fact that the response rate there was so 
low means that the rankings may be affected by the floor-persons at the property 
not being fully represented. Had a higher percentage o f  the workers responded, 
the results may have been different, and more favorable for further analysis.
Reliability o f  Results 
The reliability of the survey instrument used can be calculated using 
Cronbach’s alpha. This test measures whether the respondents answered the 
questionnaire in the same way; that is, the answers to the survey differed because
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the respondents had different opinions, not because they found the survey 
confusing and interpreted the questions in different ways.
Cronbach’s alpha is a lower bound for the true reliability o f the survey. 
“Mathematically, rehability is defined as the proportion o f the variability in the 
responses to the survey that is the result of differences in the respondents” (SPSS 
Base 9.0, 1999, p. 362). The statistic is based on the number o f  items on the 
siurvey (k) and the ratio of average inter-item covariance to the average item 
variance.
alpha = (k) average covariance /  average variance
1 + (Â— 1) average covariance / average variance
1011.6668/4.61791 
1 +((9) 1.6668/4.6179)
3.609
4.248
0.85
Cronbach’s alpha is thus 0.85, indicating that at least 85% o f the differences in 
responses are a result o f  differences in respondents (opinions).
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CHAPTERS
INTERPRETATION OF RESULTS, AND CONCLUSIONS
Introduction
This chapter wiU address the five sub-problems and four hypotheses stated 
in chapter one. Suggestions will be made on how slot fioor-person satisfaction 
and quantitative output may be increased through self-motivation, and 
recommendations will be made on areas for future research on this subject.
Sub-problems and Hypotheses 
One
The first sub-problem was to identify the slot floor-persons’ needs for 
satisfaction and motivation, and determine whether their supervisors correctly 
perceived these needs. The results in chapter fom show that the slot floor-persons 
ranked good wages first, job security second, and good working conditions third. 
The supervisors correctly perceived these as the three most important variables 
for the floor-persons, and identified the correct ranking.
75
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The first hypothesis, that the supervisors’ perceptions o f slot floor- 
persons’ satisfaction and motivational needs are different from the slot floor- 
persons’ actual satisfaction and motivational needs, can be rejected.
Two
The second sub-problem was to compare the satisfaction and motivational 
needs o f slot floor-persons, and their supervisors’ perceptions of these needs, to 
those o f casino table games dealers, and their supervisors’ perceptions of these 
needs. The study by Darder (1991) showed that the dealers ranked good wages 
first, job security second, and good working conditions third. Their supervisors 
thought the dealers would rank good wages first, job security second, and good 
working conditions third. The dealers’ supervisors correctly perceived these top 
three variables and their ranks. The top three motivational and satisfaction needs 
for both dealers and slot floor-persons are the same, and their supervisors are very 
aware o f their subordinates’ needs.
The second hypothesis, that the satisfaction and motivational needs o f slot 
floor-persons in a casino are different from those of casino table games dealers, is 
thus rejected.
Three
The third sub-problem was to compare the satisfaction and motivational 
needs o f slot floor-persons, and their supervisors’ perceptions of these needs, to 
the satisfaction and motivational needs o f hospitality [non-casino] workers and 
their supervisors’ perceptions of these needs. The results o f Go IT s study (1987) 
show that the hospitality workers ranked full appreciation of work done first.
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interesting work second, and good wages third. Their supervisors incorrectly 
thought the rankings would be good wages first, job security second, and good 
working conditions third.
The hospitality workers ranked job security lower, [fifth], and appeared 
either less concerned with good working conditions, or were already satisfied in 
this area [ranked seventh]. Good wages were ranked third, and were outranked by 
two motivational variables: full appreciation o f work done, and interesting work. 
In contrast, slot floor-persons ranked full appreciation for work done fourth, and 
interesting work fifth. They had no motivational variables ranked in the top three 
positions, and the sum of ranks score shows a considerable gap between variables 
four and five. These results suggest that negative discretionary effort is less likely 
to be a cause for concern for hospitaUty managers, and that hospitality workers 
may be more motivated and satisfied in their work environment than slot floor- 
persons.
The third hypothesis, that the satisfaction and motivational needs o f  slot 
floor-persons in a casino are different from those o f  [non casino] hospitahty 
employees, thus cannot be rejected.
Four
The fourth sub-problem was to compare the satisfaction and motivational 
needs o f  slot floor-persons, and their supervisors’ perceptions o f these needs, to 
those o f  general industry employees and their supervisors’ perceptions o f these 
needs. The results show that general industry employees ranked full appreciation 
for work done first in 1946, and second in 1980. They ranked feeling o f being in
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on things second in 1946 and full appreciation for work done second in 1980. 
They ranked sympathetic help with personal problems third in 1946 [perhaps 
related to post-war factors] and feeling o f being in on things third in 1980. This 
shows that for the most part, motivational variables were more important to 
general industry line employees, and suggests that compared to slot floor-persons, 
they were fairly happy with their wages, job security and working conditions.
In 1946 and 1980, the general industry employees’ supervisors ranked 
good wages first, job security second, and promotion and growth within the 
organization third. They were inaccurate in their perceptions o f how their 
subordinates would rank the variables.
The fourth hypothesis, that the satisfaction and motivational needs o f slot 
floor-persons in a casino are different from those o f general industry employees, 
cannot be rejected.
Conclusions for the Sub-problems 
Two hypotheses may be conjectured for examination from the above 
comparisons. One: line employee supervisors consistently expect their workers to 
be focused primarily on hygiene variables such as pay, job security and working 
conditions. This viewpoint may perpetuate the notion that employees work only 
for cash, have no intellectual or emotional interest in how they spend this third o f 
their adult lives, and can be motivated to act only through material means. If  this 
perception by supervisors has remained imchanged for the last 54 years, then 
supervisors may be harboring dim [and inaccurate] views o f their workers.
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Two: either supervisors have changed their ability to perceive their 
workers needs since the late 1980s, or the casino industry is unlike the other 
forms o f industry mentioned in the needs and wants o f its line employees, and the 
close-knit associations and understandings between line workers and supervisors. 
The researcher, based on the results o f  this study. Darder’s 1991 study, and 11 
years o f  casino work experience, suggests the latter statement is more true.
Suggestions for Improving Floor-person 
Satisfaction and Work Output 
The following suggestions have bases in related literatmre for improving 
the job satisfaction and motivation o f  front line employees, and may be expected 
to positively influence the individual quantitative work output o f all employees, 
not just those previously exhibiting signs of negative discretionary effort.
The survey results from slot floor-persons show their prime concerns to be 
related to 1) wages, 2) job security, 3) working conditions.
A Proposal Concerning Wages 
Examination o f the job description, procedures, and compensation 
methods for slot floor-persons indicates no relationship between effort and 
reward; that is, rewards/compensation are distributed without regard to work 
(quality and quantity) performed. This is a situation that allows negative 
discretionary effort to be practiced on the slot floor. Studies of many large 
corporations (McCoy, 1992) show that incentive plans for pay and benefits are
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successful in boosting job satisfaction rates, employee acceptance o f  operational 
changes, and importantly, gross pay for those workers whose output increases, or 
matches pre-specified goals. McCoy claims these incentive plans have roots in 
behavioral psychology, and are a progression o f the theories of B .F. Skinner. 
McCoy is a supporter o f Behavior Based Incentive Compensation (BBIC).
The main differences from a traditional compensation plan are:
1) The plan design requires a high degree o f consideration o f  human 
resources as well as of finances.
2) BBIC is contingent upon performance.
3) It is extremely flexible in its ability to produce improvement in any 
area o f organizational need.
(McCoy, 1992, p. 3).
A key concern for managers at this point might be how such a program is 
financed; McCoy points out that successfully implemented plans have been self- 
financed. The performance improvement per worker generates (or frees-up) the 
funds that can be used to pay the incentive compensation and any administrative 
costs associated with it.
The next step in implementing such a program would be to identify 
specifically what behaviors (and in what quantity) are to be rewarded, what form 
the rewards will take (cash / non-cash: both have a place in ensuring the longevity
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o f BBIC), how the rewards are to be distributed, how often, and more 
importantly, how soon after the desired behavior has been exhibited.
Changes in operational practices in any form put pressure on management 
to produce results from workers, and change can produce a wide range o f reactive 
behavior from workers, including fear, skepticism, apathy and confusion. A 
modification o f  the question “why?” from employees might be “what’s in it for 
me?”, especially based on the survey results o f the top concern o f  slot floor- 
persons. It is at this point that the benefits to the employee should be made clear, 
and the compensation plan design should detail exactly how much a worker can 
receive for a given standard of work (output) performance. O f course, the 
opportunity to increase wages should be available and apparent.
As mentioned above, compensation is the top concern for floor-persons, 
and has been found to be more than just a hygiene factor to some workers in 
previous decades, and would appear to be a motivating factor in current times. An 
example given by McCoy of significant performance increases with pay as a 
motivator is for the position of credit card payments processors, who have a 
significant proportion o f their pay in bonuses linked to volume o f  claims 
processed. This is not the only example o f a successfully implemented program. 
Motorola, Ford, Kodak, Pacific Bell, Pepsico all have variations o f  a BBIC 
program for middle managers and/or line workers. Far from being just a hygiene 
factor, compensation used in a non-traditional way can attract, retain and motivate 
employees. BBIC can incite more discretionary effort from workers.
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Behavior-based incentive compensation plans will achieve 
extraordinary results because they tap into the ptnre source of human 
potential. These plans, tied as they are to performance, will draw out 
additional employee contributions in a win-win situation...”
(McCoy, 1992, p. 5-6).
Managers can set up the compensation plan to reflect the values o f the 
company and support the mission statement, in addition to improving output per 
employee. Selective rewards [non-cash where deemed preferable] can improve 
employee involvement, punctuahty, accuracy [in all job operations, not just 
money-handling], attendance, and voluntary participation in work enhancing 
education or skills. McCoy acknowledges the radical departure that BBIC 
programs make from the fixed payments o f  traditional bi-weekly checks, yet 
points out that a new approach is needed to “make better use o f the total human 
resources available to an organization” (McCoy, 1992, p. 10).
A review of the traditional pay structure and economic conditions could 
help to explain why floor-persons rank pay as their most important concern.
There have traditionally been two methods for a salaried or hourly-paid 
employee to increase income from one job. One is to wait for or petition for a 
raise; the other is to work for a promotion with the assumption that increased 
knowledge and responsibility is rewarded with increased pay. In situations where 
management cannot offer an increase in base pay rates owing to budget 
limitations or market conditions, workers in non-gaming focused positions would
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have the option of promotion to increase pay. However, casino slot floor-persons 
[and incidentally, table-games dealers] are in the uncommon position that the next 
steps up the promotional ladder are not perceived as offering any pay increase 
[exact details o f compensation plans vary among casinos]. While base level pay 
for the positions of assistant shift manager and shift manager are higher than for 
the slot floor-person, these positions offer either a reduced, or no participation in 
the tips / gratuities pool. In several o f  the casinos participating in this study, floor- 
persons perceived that a promotion would result in a reduction in total income; 
hardly a motivator. A BBIC program would allow slot floor-persons to increase 
their income through volimtary discretionary effort.
A limit on the amount o f extra income available to floor-persons through 
discretionary effort will be placed by the amount o f  work available to be done. 
This is contingent upon the number o f floor-persons, business levels and customer 
volume on the casino slot floor. Nevertheless, BBIC programs have the advantage 
for employers that the base hourly rate for floor-persons, excluding available 
bonuses for performance, could actually be lowered [subject to federal labor and 
wage laws] with the discretionary income making up for this drop in base rate, 
and providing the potential for an increase in total income. Further, where 
discretionary effort exhibited by floor-persons increases sufficiently and 
consistently, fewer workers will be needed to handle a sustained, or moderately 
increasing level of business. The total departmental labor cost need no longer be 
so divorced from business levels.
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By way o f  example, a  simple, modified compensation plan for floor- 
persons might be:
Old pay rate'. $12.00 per hour worked, plus an equal share o f pooled tips based on 
hours worked, resulting in $96.00 plus tips per eight hour shift.
New pay rate: $8.00 per hour worked
plus: $0.45 per production unit up to 50 units 
plus: $0.60 per production unit for units 5 1 —80 
plus: $0.75 per production unit for units 81 and higher 
[where a jackpot or hopper fill processed equals one production unit, and a 
taxable jackpot requiring additional paperwork and time for completion equals 2 
units]
plus a weighted share o f tips, with 50% of the pool split equally among 
the upper 45% o f producers, and 50% o f  the pool split equally among the lower 
55% of producers. [Note: managers should consult state and federal law prior to 
any unusual maitipulation o f  employees’ tips].
Under this example system, compared with the former basic amount o f 
$96.00 wages per shift regardless of work effort, the following example efforts 
would yield the following wages:
50 units per shift - $86.50 
60 units per shift - $92.50 
70 imits per shift - $98.50 
80 tmits per shift - $104.50
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90 units per shift - $112.00
100 units per shift - $119.50
plus a share o f tips weighted as outlined above.
In this example [which could easily be modified to fit the needs o f each 
casino], the floor-persons would benefit when producing 66 or more units per 
shift. The casino would benefit in that when business levels are reduced, wages 
payable would be reduced. Further, with output per employee likely to increase 
under this system, fewer employees may be needed.
A fixndamental point o f a BBIC program is that incentive rewards should 
be delivered, or at least communicated to the recipients as fast as possible, to 
ensure repeated performance o f  desired behaviors. With this in mind, high- 
producing employees should not have to wait as long as two weeks for feedback 
in the form o f a paycheck. Information technology provides the software 
necessary to give feedback to managers on daily performance levels so that 
employees can check their progress, and some form o f non-cash reward 
recognition effort could be arranged to fulfill needs such as full appreciation for 
work done, and other more human, congratulatory efforts than simply offering 
cash. This recognition, in the form of public praise, awards, or discount coupons 
for various desirable items or services, must be promptly presented for maximum 
value to be obtained firom the reward.
Benefits of Participation 
Where corrective action and programs [such as BBIC] may stimulate 
progression through the need hierarchy and increased quantitative work output.
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Dessler advocates the involvement o f employees themselves in creating 
performance-related compensation or rewards. “Participation" means encouraging 
employees to get actively involved in developing and implementing decisions 
affecting their jobs. Dessler notes that participation programs were originally 
implemented through human resources departments in the 1930’s.
Participation programs traditionally offer two benefits:
1. Increasing problem-solving input through increasing the number of 
opinions and tentative solutions.
2. Encouraging group commitment to goals as employees will “own” 
and have played a part in stmcturing the solutions.
(Adapted fi-om Dessler, 1983, p. 73).
The Seven Lower-ranked Variables
Alderfer’s theories (1972) on negative discretionary effort suggest that if  
compensation is already adequate and not unrelated to market averages for the 
particular job position, then concem with compensation is most likely due to 
finstration regression. To avoid this finstration, the higher level goals [beyond 
physical and subsistence level goals] must be seen to be achievable in the 
operational environment.
As discovered in chapter four, the floor-persons in the casinos surveyed 
showed hygiene variables as the three variables most important to their 
satisfaction and motivation in their job position. This would indicate that the other 
seven variables, and perhaps other factors not mentioned, but related to higher 
level needs, are perceived as unlikely to be fulfilled. I f  it is true, then the floor-
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persons are telling management that to a significant extent, they do not feel “kept 
in on things”, do not feel fuU appreciation for work done, do not consider their 
work interesting, do not feel managers are loyal to them, do not value and/or 
expect promotion and growth within the company, do not expect sympathetic help 
with personal problems, and do not expect tactful discipline. To the extent that 
managers may suspect any of these to be true of their floor-persons, a review of 
the role o f  each supervisory or managerial role may shed light on where 
responsibility may fall for acting to reverse these perceptions by employees. A 
human resources department may develop a complementary program for 
satisfying, at least in part, some o f these higher level needs that cannot be 
provided cost-efficiently within the slot department.
A Proposal Concerning Job Security 
Job secmity is a major concem for at least four reasons, beyond those 
normally associated with other types o f jobs such as a spouse’s employment 
situation, number o f children to raise, and personal spending habits. For casino 
slot floor-persons the additional concerns, not in any ranked order, are:
1) Recent Las Vegas market-conditions: a decrease in business levels, or 
simply no increase, may induce fear of lay-offs due to pressures on managers to 
cut operating costs. Business levels at individual properties may also be affected 
by the rapid increase in the total number o f  gaming positions available in Las 
Vegas over the last ten years.
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2) New technological advances, such as coin-free slot machines and 
smart-card technology that can store gaming credits [currency]. A  fewer number 
o f  jackpots to pay and hopper fills to do will result in fewer workers being needed 
[also affecting the number o f  change-persons and booth cashiers].
3) The employment laws in Las Vegas owing to Nevada’s status as a 
“right to work” state: Nevada’s laws are perceived as less stringent than those o f  
other states in the areas o f employee protection from termination o f  employment 
at the discretion o f the employer.
4) The lack of any employment contract.
These concerns affect the perceived job security o f slot floor-persons, and 
appear [from the survey results] to be a  major factor that the supervisors 
recognize. Points one through three above [and, indeed, a BBIC program such as 
the one described] may lend credulity to fears about job security for the lower 
performers among slot floor-persons. It may be in management’s best interest to 
retain the higher performers, and ensure that those floor-persons able to produce 
the results deemed appropriate by managers are offered some form o f contract 
that would allay fears concerning job security. For example, some form o f peer 
review board could be orchestrated by a third-party human resources consultant 
for discussions in the stage between final disciplinary warning and termination o f 
employment. Additionally, management could offer that no floor-person 
producing an average o f 45 units per full shift worked in a 6 month period could 
have their employment terminated for poor performance for the next six months 
without paying the employee the equivalent o f one month’s wages. Where
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necessary, the unit amount could be adjusted seasonally, as gaming is a cyclical 
industry. The numbers given here are purely examples, and should not be 
construed as a recommended guideline.
A Proposal Concerning Working Conditions
Discussions the researcher had with slot floor-persons [through 
administration o f the survey and industry work experience] reveal that working 
conditions could be improved in the following four ways.
1. Regular shifts and days o ff for all workers, including “rehef’ or extra­
board workers. The floor-persons place value on being able to know that time off 
will be available for specified days in the future. They expect to be able to book 
medical appointments, conduct personal business, and spend time with family 
without having to cancel plans with sometimes less than one day’s notice firom 
employers.
2. A visible management team. While floor-persons encounter their 
immediate supervisors on a routine basis throughout a work shift, higher members 
o f  the slot management team interact infirequently with line employees. In some 
cases, workers may see departmental managers only for disciplinary or 
performance review reasons. Some more positive encounters may enhance the 
floor-persons trust in and respect for managers.
3. Training or review sessions on how best to complete the varied job 
tasks that floor-persons face. While some communication among floor-persons 
certainly spreads knowledge on some of the limited technical aspects o f the job.
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such as clearing coin-jams, basic maintenance o f bill-validators, and minor 
operational problems with the slot computer work stations; specifics on how to 
handle various customer disputes and other face-to-face situations could be 
enhanced. It should not be assumed that all floor-persons have the communication 
skills necessary to create the desired impression on customers. Coaching on 
frequently encountered situations may reduce the stress felt when confronting 
anxious or unhappy customers.
4. A user-fiiendly environment. While the physical design o f the slot 
machines are beyond the control of slot managers, an ergonomic review o f aU 
equipment that a floor-person regularly encounters may be helpful. Small changes 
in design or location, unforeseen at installation, could go a long way to alleviating 
some o f the physical aches and pains commonly affecting floor-persons.
General Conclusions 
The results of the survey have revealed that hygiene factors are currently 
considered more important than traditional motivating factors for slot floor-person 
job satisfaction. This fact, as well as the wide range o f average individual work 
output for floor-persons [data from casinos not disclosed due to a confidentiality 
agreement] indicates that negative discretionary effort is hampering performance 
results in slot departments. Negative discretionary effort is a conscious decision 
on the part o f workers. In those cases where this phenomenon can be eradicated, 
improved efficiency and employee retention may result. While employee turnover 
in the casinos examined may no t yet be the major problem, it is not necessarily
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the case that those retained have been those with the highest level o f job 
satisfaction, quantitative output, or operational value [a qualitative judgement] to 
the casino slot department.
Herzberg noted that a lack o f motivation factors at work leads to no 
employee satisfaction. The presence o f these factors will lead to satisfaction. 
Where lower level needs [compensation, benefits, gratuities] are sufficient to 
expect a higher level o f quantitative output fi-om every employee, application o f 
motivation factors may ensure all employees have the opportunity to progress, 
through satisfaction, to higher level needs. This will ultimately benefit the slot 
department [perfonnance and morale] and the casino as a whole. Perhaps more 
importantly, it can benefit every individual slot floor-person and in time, lead to 
eradication o f  negative discretionary effort in the workplace.
Recommendations for Future Research 
The conclusions firom this study may pose as many questions as answers, 
and thus indicate a need for fiuther research into the area o f  slot floor-person 
motivation and performance. The previous studies with which the results o f  the 
slot floor-person survey were compared were spanned over a period of more than 
50 years. This may weaken conclusions drawn from comparisons since societal, 
and certainly worker values may have changed greatly within this time period. 
Further, the industries compared were dissimilar in nature and focus, and what 
seems common or normal for one industry may not be the case in another. For 
more meaningful conclusions on the needs and values of slot floor-persons, or
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other casino employees, a series o f studies over time and location should prove 
useftd in more closely examining the issues mentioned in this study. The survey 
may show different results in gaming markets other than Las Vegas.
This and prior studies utilized a survey questionnaire based on the work o f 
Frederick Herzberg (1966) suggesting that wages (and other forms of 
compensation) was a hygiene factor. A more recent opinion by McCoy (1992) 
suggests that money is now a motivating factor. The degree to which this is true 
may vary by industry and job position, yet if  it is conceded that money is a 
motivating factor for gaming industry employees (such as slot floor-persons) then 
new conclusions must be drawn from future studies using Herzberg’s hygiene and 
motivator variables.
I f  greater clarity is sought on the rate o f preference o f  one or more 
variables over others, then a survey must be constructed that allows the collection 
o f a higher level o f  data that will support parametric analysis. While the obvious 
drawback to such an instrument would be its length and complexity, this need not 
be o f  overwhelming concern i f  utilized by casino slot managers rather than 
researchers conducting external studies with limited time and access to the 
surveyed population.
Where each of the ten variables in this study required a number ranking 
for a response, a stronger survey instrument such as a Likert-type scale could help 
to provide more detailed responses for deeper analysis. A future study could 
benefit from additional questions probing further into individual preferences for.
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or opinions on, common motivational tools such as those mentioned in the 
literature review.
O f all respondents’ questionnaires, approximately 10 % were deemed not 
useable due to completion errors, or other factors. A different type o f  survey 
instrument may yield a higher useable response rate, and if  utilized by managers 
within a casino property, survey administration could be more closely monitored 
and enforced.
The survey instrument used in this study did not attempt to collect 
demographic data on the respondents, other than sex. Factors such as age, total 
household income, marital status, number o f  dependents, et cetera, may affect the 
rankings o f some variables by some respondents. For example, the age o f a 
respondent may well be an influencing factor in the importance ranking o f such 
variables as “promotion and growth”, “good wages”, and others. A respondent 
who is married and / or has children wiU more likely rank pay and job security 
higher than an unmarried respondent with savings, a second income, or an 
inheritance. Whether or not a spouse has a well-paid job will also be a factor in 
responses. In the job market o f Las Vegas, age may well serve to influence 
rankings o f variables for another reason: the large retirement community.
Las Vegas has for some years been a popular retirement community for 
retirees from across the USA. Some “retirees” may choose to work [full or part- 
time] in casinos for reasons other than money, such as keeping occupied or 
enjoying the opportunity to socialize more. I f  a surveyed employee base has a 
significant percentage o f workers in this age bracket, ranked results o f  the
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variables will almost certainly be different from the results o f a casino property 
where most o f  the employees are young, or in the prime part o f their gaming 
careers.
Where education levels vary significantly within the surveyed population, 
analysis o f scaled data could allow a researcher to ascertain which o f any 
available motivational tools could best motivate or satisfy groups with a lower, or 
higher level o f  education than the average. Cross-tabulated data may show 
whether the better-educated employees are likely to be more motivated and 
satisfied at work with the opportunity for higher pay [to help repay student loans, 
for example], more responsibility, a fast-track management development 
program, or other options.
While the sex of the respondent was detailed in the survey, it m ay have 
been useful to compare and cross-tabulate this variable with age and marital 
status. For example, this data would allow a researcher to see whether there was a 
stronger correlation between younger single males’ and younger single females’ 
ranked responses than among all males, or among all females. Where 
demographic data can be matched with ranked, or better still, scaled response 
data, a truer mapping may be made of any casino’s employee base with regard to 
motivational variable preferences. A compensation system or selection o f  varied 
compensation packages may then be devised that would best motivate each o f the 
human strata identified by analysis o f the survey results.
It would be useful to undertake such a study frequently, perhaps every one 
to three years to note differences that may emerge in employee make-up that
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could suggest a change in employee needs. While employee turnover within such 
a time frame may or may not alter the demographic make-up o f  employees 
significantly, it may be assumed that any individual employee’s needs may be 
different in five years time than they are now. Such a change in needs across a 
large number o f  employees would affect how they might rank, or respond to, the 
various questions on any survey instrument exploring job satisfaction and 
motivation.
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Floor-person Survey Form
For anonymity, do not put your name on this sheet. No attempt will be made to match 
answers to any employee. Management will not see your individual responses, 
which will be kept confidential.
Thesis Survey Project for UNLV Graduation.
Thank you for agreeing to participate in Christian Hale’s stuvey for the degree o f  Master 
of Science in Hotel Administration. This siuvey has not been designed for internal casino use and 
is not a replacement for any o f your employer’s surveys. It has been developed from employee 
satisfaction studies across the hospitality and other industries.
Your answers will help to build upon a body o f knowledge from 1946 to the present day. 
Your attribute rankings may help employers improve yoim job, and will help me with credits for 
my graduation.
******* Please check: Male  Female  Prefer no answer  *******
Listed below are ten (10) work attributes that may affect your happiness and satisfaction 
with yoim current position as a slot floor-person.
Please rank (with numbers, 1 through 10) the attributes listed, in the order you consider 
important. Please use each number only once, and put a number by every attribute below. Use 1 
for most important, and 10 for least important o f the ten attributes.
Examples:
I f  you consider “Job security” the most important, pu t a “I " next to it.
I f  you consider “Good wages " second most important, put a “2 " next to it.
Work Attributes
Rank: a. ____  Feeling o f being in on things.
b. ____  Full appreciation for work done.
c. ____  Good wages (including tokes).
d. ____  Good working conditions.
e. ____  Interesting work.
f. ____  Job security.
g. ____  Personal loyalty to employees.
h. ____  Promotion and growth within the organization.
j. ____  Sympathetic help with personal problems.
k. ____  Tactful discipline.
Thank you fo r  completing this survey. Please separate both forms, fold, and place in drop box.
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Supervisor Survey Form
For anonymity, do not put your name on this sheet. No attempt will be made to match 
answers to any employee. Management will not see your individual responses, 
which will be kept confidential.
Thesis Survey Project for UNLV graduation.
Thank you for agreeing to participate in Christian Hale’s survey for the degree o f  Master 
o f Science in Hotel Administration. This svuvey has not been designed for internal casino use and 
is not a replacement for any o f  your employer’s stuveys. It has been developed from employee 
satisfaction studies across the hospitality and other industries.
Your answers will help to build upon a body of knowledge from 1946 to the present day. 
Yoiur attribute rankings will help understand the effectiveness o f management training and values, 
and wül help me with credits for my graduation.
******* Please check: Male  Female  Prefer no answer  *******
Listed below are ten (10) work attributes that may affect the happiness and satisfaction o f  
your slot floor-persons.
Please rank (with numbers, 1 through 10) the attributes listed, in the order yon think your  
slot floor-persons would rank as most important to their job satisfaction. Please use each number 
onlv once, and put a mnnber by every attribute below.
Use 1 for most important and 10 for least important o f the ten attributes.
Examples:
I f  you think your floor-persons consider “Job security" the most important, put a “I " next to it.
I f  you think your fioor-persons consider “Good wages " second most important, put a “2 ” next to 
it.
Work Attributes 
Rank: a. ____  Feeling of being in on things.
b. ____  Full appreciation for work done.
c. ____  Good wages (including tokes).
d. ____  Good working conditions.
e. ____  Interesting work.
f.______ ____  Job security.
g. ____  Personal loyalty to employees.
h. ____  Promotion and growth within the organization.
j. ____  Sympathetic help with personal problems.
k. ____  Tactful discipline.
Thank you fo r  completing this survey. Please separate both forms, fold, and place in drop box.
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Survey Participant Consent Form
This survey is to gather data on motivational tools for the job satisfaction o f  slot 
floor-persons.
You are invited to participate in this research project. Estimated time for 
completion is two minutes maximum. Any questions concerning the rights o f 
research subjects may be directed to the University o f Nevada Las Vegas Office 
o f  Sponsored Programs (Tel: 895-1357). Completion of this survey is voluntary 
and may be discontinued at any time. Risk is minimal. Your individual answers 
and your identity will be kept confidential. This form will be kept in a locked 
cabinet for 3 years, then destroyed. Thank you for your participation.
Sincerely,
Christian Hale, Research Coordinator / Student, UNLV. AFTER SIGNING,
PLEASE DETACH 
I  agree to participate in the research project THIS FORM FOR
(copy attached). CONFIDENTIALITY
AND RETURN
________________________________________ BOTH PARTS.
Signature
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
APPENDIX n
SLOT FLOOR-PERSON JOB 
INFORMATION
100
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
101
Physical Job Description 
(Slot Floor-Person)
GENERAL FREQUENCY 
( 0 - 4  scale)
Standing 4
Walking 4
Bending 3
Squatting 2
Kneeling 2
Twisting 4
LIFTING
Under 10 lbs 4
11 - 2 5  lbs 4
26 -  50 lbs 4
HAND MANIPULATION
Simple grasping 4
Bending / twisting 4
Hand / eye coordination 4
ABOVE THE WAIST
Lifting above waist 4
Pulling 3
Pushing 3
Reaching 3
Stretching 1
Lateral shoulder movement 4
OTHER EXPOSURES
Extreme noise 4
ABILITIES
Vision 4
Hearing 4
Speaking 4
Touch 4
Smell 1
(Adapted from XYZ Hotel and Casino physical job description for slot 
floor-person, slot department).
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Procedures for Slot Floor-Person (Adapted 
from XYZ Hotel and Casino. Slot 
Department Policies Manual)
1. Observe slot machine play, verify jackpots, fill hoppers, complete and 
sign slot paid out forms, verify change banks, and maintain surveillance o f 
assigned area. Effectively manage change, booth and carousel attendants in your 
area o f  responsibility to maintain an acceptable level o f guest service excellence. 
Monitor and manage subordinates on radio communication at all times.
2. Follow the internal control systems for the proper procedure for all 
paperwork: key log, multiple transaction log, currency transaction report, 5754 
form, foreign tax form, and jackpot and fill forms. Sign the appropriate logs to 
obtain your keys, radio, card and jackpot and fill book.
3. Machine keys are to be secure at all times. You are not permitted to 
leave the casino and /  or break areas. If  an early out is given, retum machine keys, 
card and radio to the shift manager’s office, clock out, and leave the premises. If  
you are to retum, follow the check-in procedures.
4. Know the rules, policies and procedures o f  the casino and slot 
department in order to supervise all change, carousel and booth personnel in your 
assigned area. Schedule breaks for change personnel so maximum change 
coverage o f the slot floor is maintained. Know the job  functions o f  your personnel 
so you can assist in their training, and know that they are performing their job 
properly. When business dictates, be prepared to help your change personnel sell 
change.
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5. When doing transactions, make sure the currency is neat, in proper 
order, and all paperwork is filled out completely. When verifying a bank or booth, 
independently count the coin and monies, compare the person’s count who is 
checking in / out and then sign the form.
6. Jackpots of specialty games and Reversible Royals require a Polaroid 
picture o f the winning hand attached to the pink copy o f the jackpot / fill ticket. 
Your shift manager will inform you as to which games will require a Polaroid 
picture.
7. Notify the assistant shift manager of all Reversible Royal winners. 
Obtain a publicity release, take pictures and finish transaction. Surveillance must 
be notified o f all jackpots o f $5000.00 or greater prior to the start of any 
paperwork.
8. When filling out a jackpot / fill ticket for any system game jackpot, 
write on the top of the ticket in bold letters the name of that particular system 
game.
9. The shift manager is to be radioed on all jackpots o f  $10,000.00 and 
greater. Surveillance must be called prior to opening a machine door on all system 
machines and all jackpots on $5.00 machines and higher, prior to the start o f  any 
paperwork.
10. Observe your assigned area for cleanliness. While walking through 
your area, keep tops of change banks and the ends o f  machine banks free from 
coin wrappings and excess debris.
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